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Problem
Concerns have been raised by students regarding the unsatisfactory nature of
customer service from administrative departments within the University of the Southern
Caribbean such as Finance and Admissions. An investigation into this matter, using a
focus group design was conducted by Brent Marshall for his Master’s Thesis (2013)
through the School of Business. However, prior to this an exit report of graduating
students was conducted by the Department of quality assurance (2012). The findings of
these two investigations provide the basis for implementing the servant leadership
development model for staff at the Admissions, Records and Recruitment Departments of
the University of the Southern Caribbean.

Method
A servant leadership development model was designed and delivered for
employees at the Admission, Records and Recruitment department of the University of
the Southern Caribbean, to train and equip the staff to serve their customers (external and
internal) as servant leaders. The idea was to bring participants up to speed with the
servant leadership skills and principles; providing a roadmap so the information can be
translated from head to heart and from hand to habit. Throughout the duration of this
project implementation, nine participants consented and were invited to post-seminars to
reflect on the learning experience through one on one interviews, leadership selfassessments, seminar evaluations to ascertain the effectiveness of the servant leadership
development model. Data were evaluated employing a mix method approach. Both a
qualitative and quantitative methodologies were integrated to ascertain from both
participants as well as from their customer’s vantage point the impact of the intervention
(Servant leadership development model).
Results
This study revealed the involvement of employees from the Admissions Records
and Recruitment departments within the University of the Southern Caribbean learning
and seeking to replicate servant leadership in their interface with customers and
colleagues. Emerging data uncovered participants increased awareness and appreciation
of practicing servant leadership within the context of their departments. Interview results
have elucidated participants’ acknowledgement that they have already been replicating
the servant leadership principles imparted throughout the course of the project
implementation. Employees agreed that practicing servant leadership engendered a

winning partnership; improved relationship with colleagues as well as customers.
Consequently, some have suggested that this project be made available to the entire
cartography of stakeholders within the University.
Conclusion
As a consequence of employees’ involvement in this servant leadership
development model; their reflections on its structured and engaged learning process as
well as the feedback obtained from customers uncovered that the practice of servant
leadership is of value to the organizational infrastructure and human engineering skill of
the service providers from the Admissions, Records and Recruitment departments.
Consequently, further examination of servant leadership to being adopted as the dominant
leadership philosophy for staff within the University context is warranted and endorsed.
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CHAPTER 1
INTRODUCTION
Description of the Ministry Context
The University of the Southern Caribbean (USC) is located in Maracas Valley in
Trinidad and Tobago and has been providing Christian tertiary education for the past 85
years. It was founded in 1927and was called the East Caribbean Training School.
The primary purpose for its existence then was to train youth of the Caribbean
Union Conference. Two years later, it became Caribbean Training College. It was in
1945 that the College developed a well-defined College preparatory program of
instruction so that in 1947, Caribbean Training College was officially declared a junior
college, offering two-year post-secondary certificates in theology, teacher training, and
business and secretarial science.
In 1956, the college again assumed a new name: Caribbean Union College. In
September 1970, an important academic extension was instituted at Caribbean Union
College. The two-year junior College program in Theology was extended to a four-year
program, leading to the Bachelor of Theology degree. Subsequent changes included the
conferring, since 1985, of Bachelor of Arts, Bachelor of Science, Bachelor of Business
Administration, and Associate degrees in a wide range of disciplines, in affiliation with
Andrews University, Michigan, USA.
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A significant change in status was received in February 2006 when the University
was registered with the accreditation council of Trinidad and Tobago (ACTT) and was
officially conferred the title of “University” in May 2012, the University was awarded
full institutional accreditation by ACTT. USC then became the first private, faith based
and the third accredited University in the Republic of Trinidad and Tobago.
It has six Schools; employs approximately 400 multi-cultural faculty and staff
members, including Indian, African, European, and Hispanics; and a current student
population of over 3,000. The mission of USC is “transforming ordinary people into
extraordinary servants of God and humanity.” It is the only faith- based University in
Trinidad and Tobago.
My involvement with USC started in 2007 as an Assistant Dean of Men. This
lasted for about a year, and then I joined campus ministries, where I have been serving as
Chaplain for the past eight years. This adds up to nine years of service. Being a Chaplain
in the university entails providing spiritual counselling, and support primarily to the
student body, but by extension faculty and staff as well, in addition to planning,
organizing and conducting of spiritual programs and activities for the student body,
faculty, and staff. I have also been given the privilege of serving as one of the associate
pastors of the university church. In my capacity as associate pastor I serve as prayer
coordinator as well as the provision of spiritual nurture to the members of the University
congregation.
I must remain true to my calling so in addition to providing spiritual counselling
and prayer intercession to all stakeholders inclusive of returning to public evangelism.
Furthermore, as a student of leadership I am becoming as immersed as could be in the

2

area of leadership development; consequently, I am thoroughly impressed by the
tremendous benefits servant leadership has engendered within the corporate sector. More
than one hundred of the Fortune 500 best companies in the US, practices Servant
Leadership; these include Wal-Mart, and Southwest Airlines, Popeye to name a few. If
these organizations have outperformed others within their branch, I do firmly believe that
our University employees, rightly trained would adopt and replicate the servant
leadership principles and the results would be most compelling. This project has certainly
contributed towards sharpening my servant leadership skills coaching for servant
leadership.
Statement of the Problem
Over the past four years, concerns have been raised by students regarding the
unsatisfactory nature of customer service from certain administrative departments within
the University of the Southern Caribbean such as Finance and Admissions. An
investigation into this matter was conducted by Brent Marshall for his master’s thesis
(2013) through the School of Business. Furthermore, anecdotal evidence supports the
aforementioned; attesting that our attrition rate to a large extent is predicated on the lack
of proper customer service. This was also unearthed by an exit report of graduating
students which was conducted by a Department (Quality Assurance, 2012). The findings
of these investigations provide the basis for implementing a servant leadership
developmental model for staff at the Admissions, Records and Recruitment office.
Through personal observation I have identified the apparent lack of an intentional
approach to leadership development in general and servant leadership development in
particular within our institutions. Furthermore, the undesirable outcomes such as: low
3

morale, plummeting organizational citizenship behaviour (OCB) as well as employee’s
unsatisfactory level of engagement warrant the implementation of the servant leadership
model. Because of this model many corporations have obtained tremendous benefits; it is
the leadership philosophy that has been producing the desired outcomes.
I do agree with the notion postulated by Hunter (2012) that leadership is a learned
and acquired ability available to 95% of the population; it spells good news since
participants could imbibe the principles, develop the requisite skills, and practice servant
leadership within their department. In other words, those participating in this program can
raise their game and become better influencers by relating to their colleagues and
customers as servant leaders.
Therefore, the basic presupposition is that when servant leadership is adopted and
practiced as the dominant leadership approach, it would have a positive impact on both
internal as well as external customer satisfaction.
Statement of the Task
The task of this project was to develop, implement, and evaluate a servant
leadership developmental model in the Admissions, Records and Recruitment
departments (A, R&R) at the University of the Southern Caribbean. The objective was to
train and equip the staff to minister to the students and fellow employees as servant
leaders. This program is being evaluated by ascertaining the level of internal as well as
external customer satisfaction.
The implementation of this model is predicated on empirical evidence as distilled
by Greenleaf (1998), who unequivocally confirms,
In recent years a number of institutions have jettison their old hierarchical models and
replaced them with a servant-leadership approach. Servant leadership advocates a
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group-oriented approach to analyses and decision making as a new means of
strengthening institution and of improving society. It also emphasizes the power of
persuasion and seeking consensus over the old top-down form of leadership. Some
people have likened this to turning the hierarchical pyramid upside-down. Servant
leadership holds that the primary purpose of a business should be to create a positive
impact on the employees and community rather than using profit as the sole motive.
(pp. 8, 9)
This model encapsulated three main components as purported by (Northouse,
2016): (a) the antecedent conditions, (b) the servant leader’s behaviour and (c) the
outcomes. The seminar content was designed to familiarize participants with the core
components of leadership in general and servant leadership in particular. So, in addition
to raising awareness, they were also enlightened as to the appearance of great servant
leadership.
Delimitations
This project was limited to the staff of the Admissions, Records and Recruitment
departments within the University of the Southern Caribbean. The reason is that this is a
critical first entry unit and directly involved in interacting with the students. This study
was also limited to fulltime and student employees that served within the said
department.
Another limitation is in consort with the Internal Review Board (IRB) protocol
that all participants do such on an informed and voluntary basis. There was no room for
coercion and or inducement to enlist participants. All were eligible, however, those who
decided to be part of this project did this absolutely on their own volition; they also had
the option of terminating their participation anytime.
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There was no limitation in terms of gender. In fact, we had two men who
participated in this project and the other eight participants were women from the said
departments. There was one student who signed up but did not follow through.
Limiting this project to the three departments made it more manageable for the
researcher to conduct this study. The coaching strategy could be done more effectively
with a few instead of a large number of participants. A timely piece of advice is that
coaching for servant leadership does not provide quick answers (McGee-Cooper, Welch,
Trammell, 2015).
Description of the Project Process
In the process of developing the theological basis for this project a study was
conducted on servant leadership as exemplified in the lives of the following Bible
characters: Firstly, servant leadership principles were identified in the life of Abraham.
His call has been one of sacrifice (Gen 12:1-3); all great servant leaders understand that
service and sacrifice equals authority/influence (Hunter, 2012). Abraham’s benevolence
in the controversy with Lot reveals his character as a servant leader as also the blessings
that come with it (Gen13:7-9).
In addition to Abraham, Moses and Nehemiah were the two other Old Testament
characters that were highlighted for their servant leadership qualities. As a servant leader
Moses initiated the investigation of the condition of the people (Gen 13:7-9). Intending to
improve their situation (Gen 29:32; 1 Sam 1:11; 2 Sam 16:12). Obviously the benefits
both short term and long-term far outweigh the sacrifice (Heb 11:26).
In regards to Nehemiah, he was a servant not a self-serving leader, he identified
the legitimate need of the people, hence the overwhelming support from eight different
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places. Nehemiah 3: From Jericho (v. 2), Tekoa (v. 5), Gibeon (v. 7), Mizpah (vv.
7,15,19), Zanoah (v. 13), Beth Hakkerem (v. 14), Beth Zur (v. 16) and Keila (vv. 17,18)
zealously embarked on the rebuilding process; thus the “walls were completed in the
twenty and fifth day of the Month E-lul, in fifty and two days” (Neh 6:15).
Furthermore, current literature has been reviewed in the areas of servant
leadership and increased customer satisfaction; establishing the previously mentioned
correlation is essential to this project. Some of the literature by Robert Greenleaf could
not be classified as current; however, that was since he first coined the paradoxical term
servant leadership in the 70s.
Relevant literature on, spirituality in the work place, relational leadership,
incarnational leadership, satisfying internal and external customer have been reviewed.
The development of this servant leadership model (SLM) within the Admissions, Records
and Recruitment departments in the University of the Southern Caribbean was done as
follows:
As an integral aspect of this project process; I had to share the vision with the
Vice Presidents, Director(s), and immediate supervisors of the said departments. This was
done via e-mail as well as on a one and one basis. It was indispensable to procure the
support and buy-in of the authorizers involved since they needed to provide frontline
associates, the requisite time out to attend the seminars and engage in the other aspects of
this project.
Having obtained their consent, arrangements were contrived to have a meeting
with the prospective participants; at this meeting the neutral person took the lead as
postulated in the protocol to appraise the frontline associates and thus procure their
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informed consent. Those who signed the informed consent form (13 participants) were
duly informed as to the way forward and what was expected of them in the process and
during this project implementation.
Subsequently, in collaboration and consultation we conducted the two seminars
each of 1 and 1/2 hours in length. These were tailored to educate, inspire, and motivate
the participants to replicate the servant leadership principles within the (A, R&R)
departments. Obviously, the objective is changed behaviour. As Blanchard and Hodges
(2005), posit their firm beliefs that if what it means to lead like Jesus could be
administered to our hearts, heads, hands and habits, it would engender a leadership
transformation; thus, by extension an organizational transformation.
An ongoing coaching strategy for one year was developed. This strategy would
provide (a) the opportunity for one on one encounter with all the participants throughout
the period allocated; (b) include practical ways to implement servant leadership
principles as they serve students and colleagues daily; and (c) sensitize, educate and
motivate participants in exhibiting servant leadership on the job, to both internal and
external customers. To compliment the materials presented at the seminars, information
relative to servant leadership development was e-mailed to all participants. This for the
purpose of perpetual learning and reinforcement on the information as Hunter (2004)
suggest that we need to be reminded more than we need to be instructed.
In consort with the symbolic frame as distilled in Bolman and Deal (2008, p.
249); “we use a detailed account of a highly successful computer development team to
reveal that the essence of its success was cultural and spiritual. Moreover, the team relied
on initiation rituals, humour, and play. Specialized language ceremony and other

8

symbolic forms to weld a diverse and fractious group of individuals into a spirited
successful team.” Thus, in consort with the above-mentioned approach and to attain the
desirable outcomes alluded to, participants were divided into two groups and given the
privilege of developing their own motivational chant, or written statement.
About a couple of months after the implementation of the project an overall
evaluation was done. This evaluation sought to measure the effectiveness of the project
by using the following: (a) a pre-customer satisfaction questionnaire to determine
students satisfaction with the service rendered prior to the implementation of the project
as well as post project implementation; (b) invite participants feedback by interview as to
how they have benefited from reciprocating servant leadership within their department in
serving the customers; and (c) Participants have also done a pre and post leadership selfassessment; (d) get feedback from all participants regarding the difference the program
would have made through interviews.
Definition of Terms
For the purpose of this study there are a few terms that will be used in this and
subsequent chapters that need to be defined by current literature in the field of Servant
Leadership. These would include: Servant and leadership; Servant leadership seeming
contradiction in terms which include:
Coaching at its core is portrayed as simply listening well and asking good
questions. When these two most significant methods are applied coaches help people to
ascertain where they are currently, where they are heading, and the required steps needed
to get there (Logan, Carter, & Miller, 2003). However, servant leadership coaching as
posited by McGee-Cooper et al. (2015) is a discovery process; no simple answers are
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offered by the servant leadership coach but the process is one of profound transformation
which requires the changing of old habits.
Servant: Greenleaf (1997) intimates that the servant leader is servant first; it is a
natural feeling that one wants to serve. Jim Hunter (2012) concurs that the leader as
servant subordinates all that gets in the way of meeting the legitimate needs of the
followers under their care.
Servant leadership: In all his publications Greenleaf advocates the dire need for
a new kind of leadership model; postulating therefore that servant leadership is a model
that identifies serving others such as employees, customers and community—its number
one priority highlights increased service to others a holistic approach to work, building a
sense of community and sharing of power in decision making.
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CHAPTER 2
THEOLOGICAL REFLECTIONS
Introduction
A perusal of God’s Word reveals that servanthood did not originally find
expression in the life and words of Jesus Christ. The language of servanthood is prevalent
throughout the Hebrew Bible in which about sixteen different Aramaic and Hebrew terms
are identified. For clarity, suffice me to include only eight of these: From the Hebrew
root bd: Abad “to serve” and ebed “servant or slave” and the Aramaic abed “servant slave
subordinate”; abode service, servile; abdut, servitude or forced labour; netin (Aram)
“temple servants”; pelach(Aram) “to pay reference to, serve (deity) and sipha “handmaid
female servant or slave”; these and the other eight terms comprise more than 1,500
occurrences in the Hebrew Scripture (Davidson, as cited in Bell, 2014). Hence, it is
instructive that the concept of servant is applied to God’s leaders; whether prophet, priest
or, king. Moses is referred to as my servant (Num 12:7-8) and servant of the Lord (Deut
34:5; Josh 1:1). David is also referred to as my servant (2 Sam 3:18; 1 Kgs 11:13).
As noted by Paulien (as cited in Bell, 2014) a number of ancient Greek words
connoted the idea of leadership; words such as hegemon, which does not describe human
leadership in the Bible but the leadership of the Triune God in human lives (Rom 2:4;
8:14; Gal 5:18). Other words not used for human leadership comprise: archon as founder
or hero as Jesus (Heb 12:2) salvation (Acts 5:31; Heb 2:10) in a position of prominence
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(Luke 2:11; 20: 20; Tit 3:1); kepale, is applied only to Christ as the supreme head of the
church (Eph 5: 25-27) kyrios is used with ownership of land (Matt 20:8; Mark 12:9; Luke
20:13, 15). Paulien (2014) postulates that of the wide range of Greek words used,
proistemi, is the only one adapted to the concept of leadership in the New Testament; the
afore mentioned verbs connote having an interest in, show concern for, and to give aid. It
proffers a combination of leadership direction including a strong sense of caring and
concern.
The divine call, empowerment and commendations are clear; God has high
expectations of those to whom he assigns leadership positions. Hence, His preferential
option for those whom he chooses to be His leaders has been based on their willing
submission to be shaped by Him. For instance, Moses was willing to suffer with the
people of God than to be called a son of Pharaoh, (Heb 11:24-27); similarly, Christ did
not count equality with God robbery, but was willing to make Himself of no reputation
(Phil 2:5-11). Moses first intentionally retrained for 40 years prior to being entrusted with
the “herculean” responsibility of leading God’s people out of Egypt (Exod 3:23) and in
the New Testament, the apostle Paul was struck with the radical view that Jesus came
into the world to reveal the character of God (John 10:31; Phil 2:5) to humanity.
It presupposes that the leadership philosophy which Christ has orchestrated and
exhibited is radically different to the prevailing egocentric style of today. The assertion,
“He gave His life as a ransom for many” (Matt 20:28; Mark 10:45; 2 Tim 2:6) captures
the essence of servant leadership; the most benevolent philosophy of leadership; the focus
is primarily on benefiting those being led (Hunter 2012).
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The following is a portrayal of Hunter (2012), Spears & Lawrence (2004) their
quality characteristics of servant leaders, that biblical characters under discussion have
replicated; to name a few: Listening, empathy, heling, commitment to grow people,
building community, foresight, forgiveness, impulse control, humility, stewardship and
conceptualisation. It is thus, that the values of the Kingdom of God are being transmitted
and the requisite success and competitive advantages are gained in both organizational as
well as life role leadership (Levy, 2009).
This theological reflection is not exhaustive, but reviews servant leadership in the
lives of a selected few biblical characters. The first section of this theological reflection
focusses on servant leadership in the life of Abraham and his relationship with Lot. We
will further consider servant leadership in the life of Moses with the people of God. After
which we will study the servant leadership principles as replicated in the life of
Nehemiah. This work will be incomplete without identifying servant leadership in the
ministry of Christ, we will investigate servant leadership in the life and ministry of the
apostle Paul, and finally in the writings of Ellen G. White.
Servant Leadership in the Life of Abraham
The Holy Bible, both Old and New Testament is replete with characters that have
replicated servant leadership principles in their calling as God’s leaders. By a careful
reflection we deduce from these narratives that servant leadership is not only the
leadership style of divine origin but that it is the most benevolent; bringing rich dividends
to both leaders and followers (Pet 5:2-4).
To be shepherds of God’s flock that is under our care, serving as overseers—not
because we must, but because we are willing, as God wants us to be; not greedy for
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money, but eager to serve; not lording it over those entrusted to us, but being examples to
the flock. And when the Chief Shepherd appears, we will receive the crown of glory that
will never fade away.
The book of Genesis, the ontology of human history, seems the most fitting place
to begin, as we study the patriarch Abraham. The patriarch Abraham may be to many the
most unexpected source for thinking about leadership (Byassee, 2009). However, a closer
investigation presents us with findings much to the contrary; as all servant leaders,
Abraham is called to be a blessing; thus Genesis 12:1, 2 states,
Now the Lord said unto Abram, get thee out of thy country…unto a land that I will
show you. And I will make thee a great nation and I will bless thee and make thy
name great: and thou shalt be a blessing.
This passage clearly elucidates that Abraham is not called to leadership for: selfaggrandizement, prestige, position, or power, but for the benefit of others; to be a conduit
for channelling God’s blessings to all of humanity.
Arnold and Beyer (1999) have masticated the relevance of the promises to an
ancient man like Abram: land and descendants (Gen 12:1-3; Gen 13:14-17). Relevant
blessings today could be translated, as asserted by Flint (2012) more commitment and
ownership on the Job, thus reduced levels of absenteeism and turnover; including mutual
respect, and more people feel part of the team.
It must be noted, therefore, that in calling Abram, God had made a fresh start, a
new initiative in partnering with man for the salvation of humanity (Gen12:1-3). In other
words, this is a call to serve and not to be served (Matt 20:28). Byasse (2009) concurs as
he refers to blessings as analogous to leadership; he reiterates that it is never intended to
be one’s private property. But like manna it will spoil if kept overnight; it is entrusted for
the sole purpose of giving away (Byasse, 2009).
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Abram’s call is a call to sacrifice (Gen12:1) in addition to sacrificing possessions
and kindred, his land of nativity; he was called to be set apart as it were leaving the
known for the unknown. Away from the egocentric and coercive styles commonplace
amongst world lings, for the divinely ordained servant leadership style, based on
character development. In Genesis 22:1-3, he is also called to sacrifice his son, a foreshadow of Christ His Calvary experience (Henry, 1996).
After these things God tested Abraham, and said to him, ‘Abraham’ …take your son,
your only son Isaac whom you love, go up to the land Moriah and offer him there as a
burnt offering on one of the mountains I will tell you about. So, Abraham got up early
in the morning, saddled his Donkey, and took two of his young men and his son
Isaac. His split wood for a burnt offering and set out to go to the place that God had
told him about. (Gen 22:1-3)
God’s promise to make a great nation of Abraham is here called into question; however,
nothing but the best is good enough for God. Being God’s leader is a heart matter,
McNeal (2011); the first of the four domains of leading like Jesus is our heart as
postulated by Blanchard and Hodges (2003) the three other domains include: Head, Hand
and Habit.
Like Abraham, all servant leaders must have the right motive, they must answer
the question as to whose and who they are, Blanchard and Hodges (2009); this can only
be achieved in the crucible of life’s choices, where implicit trust in God is made manifest.
God required a deeper faith and sacrificial spirit of the one who was to be the father of
the faithful. Servant leaders are of the firm conviction that they can only do great exploits
for God by their deep and unshakable relationship with Him.
As a consequence of Abrahams implicit trust in God by obeying His commands,
as God’s leader, he was eligible to obtain the promised blessings Genesis 22:16-18, “By
myself I have sworn said the Lord for because thou hast done this thing, and has not
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withheld thy son thine only son: that in blessing I will bless thee , and in multiplying I
will multiply thy seed as the stars of heaven and as the sand which is upon the sea shore:
and thy seed shall possess the gate of his enemies: And in thy seed shall all nations of the
earth be blessed; because thou hast obeyed my voice.” Henry (1996) profoundly
comments that extraordinary services engender a comparable degree of honour and
comfort. The Geneva Bible (1599; 2003), posits succinctly that God considers Abraham
as having no equal. Abram’s willingness to serve God by giving all he had brought him
blessings beyond his wildest dream. This is the epitome of servant leadership; the
tentacles of blessings extend to others and are not self-oriented. It extends itself to
generations yet unborn due to the self-multiplying nature of servant leadership
(Greenleaf, 1991) (Gen 12:1-3).
The controversy between Abram’s servants and Lot’s presents us with another
famous episode in the life of Abram that reveals his character as a servant leader; and the
corresponding blessings that come with it (Gen 13:7-9). The Shepherds of Lot and Abram
are arguing over grazing land, and as the record indicates they could not dwell together.
The biblical narrative maintains that, Abram gives Lot the option to choose whatever
portion of the land he wished and he, Abram will then make do with whatever is left.
Abram takes the road of a humble servant. Some scholars have confirmed that
Abram has exhibited some distinct servant leadership qualities in this controversy such
as: humility, for he humbly entreated Lot to leave—respect for Lot. Abram focused on
Lots’ need first and then his (Henry, 1996). This includes the manifestation of a Christ
like spirit, the spirit of reconciliation (2 Cor 5:20). Furthermore, Portnoy (1992) contends
that the statement “is not the whole land before you” (Gen 13:9) is certainly being uttered
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by one who is compassionate. No wonder why Sachem (2010) asserts unequivocally that
servant leadership is motivated by love.
God pronounces bountiful blessings upon Abram subsequent to him giving Lot
the preference to choose whatever section of the land he desired (Gen 13:9). And the
Lord said unto Abram after Lot was separated from him,
Lift up now thine eyes, and look from the place where thou art northward, and
southward, and eastward, and westward: For all the land which thou see, to thee will I
give it and thy seeds forever. And I will make thy seeds as the dust of the earth. (Gen
13:14-16a)
Pfeifer (1962) draws a stark contrast between Lot and Abram. The weak self-serving Lot
choose for himself that which he taught was the best. However, the selfless Abram
allowed God to choose for him and thus he obtained far beyond his imagination.
Servant Leadership in the Life of Moses
Another biblical character under review in this chapter that has exhibited some
salient servant leadership characteristics is Moses. The Hebrew Bible has proffered quite
a great deal about leadership both good and bad, however, none are more favoured than
Moses, (Blackaby & Blackaby, 2011). The Hebrew Bible’s acknowledgement of Moses
as one of or the most important Old Testament leader is undoubtedly as a result of the
remarkable quality characteristics that he possessed (Exod 2:11-13; 3:1-2; 3:11; 14:1315). These characteristics which have been evident even before God called him have been
a tremendous blessing to the nation under his care and himself. Let us take a closer
investigation as to why God would have chosen Moses to serve as His emissary to
Pharaoh (Neufeld, 1992). A close investigation of the life of Moses prior to God’s call,
pre-exile and during exile will establish that servant leadership is the preferred style.
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I am enamoured by the notion of God’s preferential option to choose Moses who
exhibited unique servant leadership quality characteristics even prior to his call. As is
postulated in the word of God, “And it came to pass in those days, when Moses was
grown up, that he went out unto his brethren and looked upon their burdens; and he saw
an Egyptian smiting a Hebrew” (Exod 2:12). Thus, Moses displays in a very dramatic
way his leadership propensity; he asserted his servant leadership by the vindication of the
Israelite’s human right (Cohen, 2000). Careful reading of the text suggests Moses’
passion for the rights of people, their need for justice at both the national and individual
levels, was so intense that it impelled him to throw down the gauntlet and to strike the
initial blow on their behalf, becoming thereby the first Hebrew freedom-fighter in Egypt
while the rest of the nation groaned, wept and prayed (Exod 2:23), Moses acted (Cohen,
2000, p. 257).
Furthermore, it must be noted that Moses’ action presupposes a deliberate and
purposeful intention to relinquish his prestigious position in order to serve and not be
served; he went out and looked at their burden (Exod 2:11). This is not a coincidental
occurrence, subsequent to a chance visit, but as asserted by Cohen (2000), the first move
of Moses was to go out (va-yetze) to his people. He is suggesting a permanent leaving of
the palace to live with the Hebrews and participate in their struggles. Cohen (2000)
continues to articulate that the second statement that follows, “and he looked upon their
burden” (va-yar besivlotam in Exod 2:11) presupposes a closer investigation of their
condition with the intention of making a difference by alleviating their needs. He
proceeds by alluding to the verb ra’ah that is preceded by the preposition be; the idea is
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conveyed of one who takes a close-up view, and with sympathies at a distressful
circumstance with the aim of improving it (Gen 29:32; 1 Sam 1:11; 2 Sam 16:12).
The exposition of this passage (Exod 2:11) is well established in Scripture,
By faith Moses when he was come to years refused to be called the son of pharaoh’s
daughter: Choosing rather to suffer affliction with the people of God than to enjoy the
pleasures of sin for a season…for he had respect for the recompense of reward. (Heb
11:24-26)
In other words, while he was cognizant of the herculean task ahead and the immense
sacrifices he was called to make and the afflictions to endure, (v. 25); the anticipated
rewards for being God’s servant leader far outweigh the temporal ones (Heb 11:26).
Hence, he chose God’s throne above Pharaoh’s.
The other incident where Moses manifested qualities of servant leadership prior to
his call is his intervention during the unhappy quarrel between the two Hebrews (Exod
2:13, 14). The notion that the act of Moses in dealing with the Egyptian was impulsive is
refuted by his apparent commitment and consistency, “And when he went out the second
day behold two men of the Hebrew strove together” (Exod 2:13). Moses genuinely cared
for the people hence he assumed responsibility for their well-being by going back a
second day. It is against this backdrop that Henry (1996) asserts that when God calls
leaders to be conduits of salvation for the church there will not be a want of responsibility
there will be enough to do, not only with oppressing Egyptians, to restrain them, but with
disputing fellow Israelites, to reconcile them. In other words, Moses was prepared to do
the right thing though he was not obliged.
In this matter, we see Moses exhibiting judiciary qualities (Exod 2:13, 14) that
would fit him to lead God’s people. Moses emulating the all wise God; and all wise
governors who follow His example, differentiate between one offender and another
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according to the nature of the offence (Henry, 1996). Like Jesus, who was a prophet like
unto Moses, a healer and peacemaker visiting the brethren with the intention to eradicate
all enmity (Henry, 1996). Hence, He would reprove His disciples’ strifes (Luke 9:46;
22:24). Therefore, Moses extended reproof on this occasion “and he said unto him that
did the wrong, wherefore smites thou thy fellow?” It is undoubtedly wrong to smite our
fellows, for nothing worth accomplishing can be thus accomplished. By his intervention,
Moses is here arresting a dysfunction that if allowed to persist would ruin the progress of
any organization. Consequently, Moses as servant leader has served as peacemaker
seeking to reconcile the two fellow Hebrews (Exod 2:13).
After Moses fled from Pharaoh’s face in Egypt, (Exod 2:15) he settled in Midian
where from the inception his servant leadership qualities were apparent. A rather
unfortunate occurrence; the daughters of the Midian priest had come to draw water at the
well (Exod 2:16), when the shepherds came and drove them away (Exod 2:17a). It is
observable though, the apt readiness of Moses to defend Reuel’s seven daughters against
their assailants, and how he proceeded to water their flock (Exod 2: 17). I do concur with
Henry (1996) who purports that even though Moses was in a melancholic and distressed
state he nevertheless stood up to help; this was not done only in complaisance to Reuel’s
daughters, but it was his proclivity to do justice and defend the injured, he loved to do
good. Servant leadership as asserted by Greenfield (1970) is being servant first (Matt
20:25, 26, 28), doing the right thing because it is right. No wonder Jesus is referred to as
a prophet like unto Moses (Henry, 1996).
Because of Moses’ good deeds and kindness (servant leadership) he is poised to
obtain reciprocal kindness from Reuel. “He that is faithful in that which is least is also

20

faithful in much” (Luke 16:10a). In sync with the basic presupposition of this work;
servant leadership is very rewarding; this is attested to by the benefits Moses argued as a
result of his sacrificial service. When the young women acquainted their father with the
kindnesses they had received from this stranger, he sent to invite him to his house, and
made much of him (v. 20). Thus, God will recompense the kindnesses which are at any
time shown to his children; they shall in no wise lose their reward (Henry, 1996). He took
Moses in his house and subsequently married him to his daughter (Exod 2:21). There are
rich rewards that come with the implementation of servant leadership in our personal
relationships and, organizations and business enterprises (Flint, 2012).
A further investigation into the life of Moses, in the context of this work, takes us
to the incident with Jethro, his father in-law, as he attended to the people (Exod 18:13).
Moses’ approach had proven detrimental to his well-being and futile, as observed by his
father in-law, “thou shalt surely wear away, both thou and this entire people that is with
thee” (v. 18). His do it all style of leadership has proven a failure and must be remedied.
Moses’ father in-law proposes a threefold solution. He firstly encouraged him to pray on
behalf of the people (v. 19). Seeking divine aid and guidance; it presupposes humility and
the acknowledgement of one’s limitation. Secondly, he instructed Moses to teach the
people God’s statutes with regards to their work and life (vv. 19-20). Servant leaders
empower those under their care (Bell, 2003). Thirdly and most important, is to choose
able leaders, who exhibit the four-fold qualities alluded to and share the work load with
them (v. 21). Should Moses follow these instructions then tremendous blessings would
follow (vv. 22, 23).
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Moses Presents Leadership Expectations
of Prospective Kings
A careful study of Deuteronomy17:14-20 as asserted by Block (2005) presents us
with, as he calls, the most profound presentation of servant leadership in the Old
Testament on the prospective future Kings conduct. The qualifications for kingship
candidacy were deliberately narrowed; he had to be chosen by God and he was to be no
stranger (v. 15). This was not foreign to the people since God chose them from all people,
(Deut 4:37; 7:6-7; 10:15; 14:2), a place to magnify His name (Deut 12: 5, 14). He also
selected the priest from the tribe of Levi (Deut 18:5). Moses proceeded to describe the
duties of the prospective King (Deut. 17:16-20) in two parts: as posited by Block (2005)
the first was a triad of measures intended to avert any abuses of such office (vv. 16, 17)
arising due to ambition and self-aggrandizement; second was an extraordinary spiritual
and ethical prescription for the King (vv. 18-20).
The triad of proscriptions: Horses, Women, and precious metal (vv. 16, 17) these three restrictions placed on common royal behavior are very common to people
who are placed in position of leadership: it is an overpowering lust for power, a lust for
status, and craving for wealth. The banning of these was not arbitrary but to prevent the
exploitation of leadership. Hence, the three-fold repetition of I? “For himself” God places
people in the position of leadership for the sake of others under their leadership and not
their own sakes (Block, 2005). It is important to note that no mention is made of any
special skills, persuasion, ability or education, but that he writes a copy of the Torah and
be with him and read it; exhibiting a proper disposition towards God and his neighbour
(vv. 18, 20). That is servant leadership par-excellence with the accompanying rich
rewards, “that he may prolong his days in his Kingdom, he and his children, in the midst
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of Israel” (v. 20) this confirms the notion that servant leadership brings collective
blessings.
Servant Leadership in the Life of Nehemiah
In this section, we will be extracting from the life of Nehemiah, principles that
have distinguished him as an excellent servant leader. These are principles that could be
emulated as we lead our organizations today; timeless principles which are as relevant
today as they were in Nehemiah’s day (Maciariello, 2003). Nehemiah is considered the
embodiment of a true servant leader in Gods’ service; he displayed his love and concern
for the people of Jerusalem, by employing selfless sacrificial and wonderful measures.
This despite the many threats and fierce opposition he remains courageous and finished
the rebuilding of the Jerusalem wall (Maciariello, 2003). We will also highlight the
corresponding blessings that attend him because of these unique leadership traits.
Nehemiah served as cupbearer to the king (Neh 1:11) which at all appearances
may be just a mundane task but contrarily, he had influence with the King (Shockley,
2013). On hearing from his brother how deplorable Jerusalem had become, “the remnants
that are left of the captivity there in the province are in great affliction and reproach the
wall is broken down and the gates burned with fire (Neh 1:3). Nehemiah’s response to the
nation’s plight is a pivotal foundation to this investigation into his servant leadership
qualities.
The first qualities of Nehemiah as servant leader, is his compassion and utter
dependency on God (v. 4). This is confirmed by Meyers (1965) as he contends that the
bad report revealed how sensitive he was, and the quality of his faith. He did not
relinquish his prayer life because of his position in the king’s palace. The servant or
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God’s chosen leader must first establish whose and who he is as postulated by (Blanchard
& Hodges, 2005). His determination was to please God and thus be instrumental in
advancing his cause. Nehemiah intercedes on behalf of the people in distress (vv. 4-11).
His selflessness is thus established. As noted by Rendall (1980) and recounted in the text,
his intercession was not spasmodic but habitual and consistent (v. 6); Nehemiah’s
faithfulness was revealed by importunity; he prayed constantly over a period of three
months-- from Chislev to Nisan (Vos, 1987).
In response to the king’s observation, pertaining to his state of despondency (Neh
2:2) Nehemiah admits this was a risk, thus he became sore afraid (v. 2b). Hence, Vos
(1987) asserts that it was not proper etiquette to appear sad before the King. Nevertheless,
it is not self-interest; better wages, or recognition to name a few... but the condition of the
people and the house of God, “and he said unto the King…why should my countenance
not be sad when the city, the place of my father’s sepulcher lieth in waste and the gates
thereof are consumed with fire” (v. 3). As a typical servant leader who is servant first,
(Greenleaf, 1977) Nehemiah’s foremost concern is meeting the needs of those under his
care (Hunter, 2012).
Having been a loyal servant to the king, his request was granted (v. 6).
Nehemiah’s faithfulness in serving the king paid off. However, in securing the
cooperation of the local officials he did not rely on power or coercion but identified with
the problem and he also did his homework. Maciariello (2003) captures this well,
Nehemiah takes three days to gain an accurate assessment of the scope and extend of the
damage, and after identifying with the problem presented his authority from the king to
rebuild the wall (Neh 2:17). “Then he said unto them, ye see the distress that we are in,
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how Jerusalem lieth in waste and the gates thereof are burned with fire; come let us built
up the wall of Jerusalem that we be no more a reproach” (v. 17). The next verse reveals
the effectiveness of this approach: “Then I told them of the hand of God which was good
upon me; as also the Kings words that he had spoken and build. So, they strengthen their
hand for this good work” (v. 18). Nehemiah’s heart was that of a servant, no coercion and
he reflected humility, one of the essential servant leadership characteristics, no wonder
the support.
Another crucial servant leadership characteristic is Nehemiah’s option to divide
the task, delegate responsibility and authority (Maciariello, 2003). He knew that he could
not be a leader without followers (Maxwell & Doma, 1997). Empowering others is
therefore indispensable (Bell, 2003). He therefore reiterates that, understanding this is
foundational to servant leadership since all have been created and uniquely gifted by God
to both respond and be fruitful (Bell, 2003). I do concur with Maxwell and Doma (1997)
as they posit that from the time people notice we are genuinely concern for their success
and our commitment to make it happen for them they will believe they can do it.
Consequently, volunteers came from eight different places to assist in the rebuilding
project, as noted in Nehemiah 3: From Jericho (v. 2), Tekoa (v. 5), Gibeon (v. 7), Mizpah
(vv. 7, 15, 19), Zanoah (v. 13), Beth Hakkerem (v. 14), Beth Zur (v. 16) and Keila (vv.
17, 18). It must be noted, however, as we ascertain the power and effectiveness of servant
leadership; even the high priest and the other priest assisted in the rebuilding activities
(Neh 3:1). The volunteers all left their personal affairs and enthusiastically participated in
the project (v. 5). Therefore, the Bible asserts, “So we build the wall; and the wall was
joined together unto the half thereof: for the people had a mind to work” (Neh 4:6). With
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such motivated and enthusiastic group of empowered volunteers by Nehemiah, “the walls
were completed in the twenty and fifth day of the Month E-lul, in fifty and two days,
(Neh 6:15).
Another vital lesson of servant leadership to be learned from Nehemiah is his
dedication in how he manages opposition. James Hunter (2005) asserts that not everyone
will respond to the authority of the servant leader. It is interesting how Nehemiah not
only had to contend with enemies from the outside but also from within (Neh 6:10, 14, 1719).

Nehemiah admitted that Sanballath and Geshem, the enemies of Israel, came calling,

“they thought to do me mischief” (Neh 6:2).
He alludes to his visit to the house of Shemaiah, where the son of Deliah and
Metabel who was a secret informer, warned him of a plot to kill him (Nehemiah) (Neh
6:10). This includes the nobles of Judah (v. 14). However, Nehemiah’s dedication is
ascertained by his response, “and I send messengers unto them saying, I am doing a great
work, so that I cannot come down; why should the work cease, whilst I leave it and come
down to you” (v. 3). He remained focus and committed despite all the treats and ridicules
(Neh 4:1-3; 6:1, 2, and 10). Instead they pray for divine intervention (Neh 4:9) but
refuses to retaliate. The most profitable option is to continue the project and Nehemiah
sticks with the mission, which Maciariello (2003) confirms to be a very powerful servant
leadership lesson.
Jesus and Servant Leadership
The life of Christ certainly is the epitome of what servant leadership is supposed
to be like. Christ’s teaching and approach to leadership has been completely different
from what has been widely accepted as normative. Too often leadership in this day and
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age involves a clash of wills and engenders the exercise of pressure on others getting
them to comply with the will of the leader. However, this prevailing pattern is
diametrically opposed to the ideal of Jesus, servant leadership (Harrington, 2006).
Christ teaching on servant leadership firmly establishes that servant leadership is
diametrically opposed to the conventional leadership styles. This is essentially
encapsulated in His “Not so with you” counsel given to the disciples concerning the
acquisition and execution of leadership roles (Blanchard & Hodges, 2005). Hence, His
assertion in Matthew 20:25, 26; Mark 10:42-45,
Jesus called them together and said you know that the rulers of the Gentiles lord it
over them, and their high officials exercise authority over them. Not so with you.
Instead, whoever wants to become great among you must be your servant and
whosoever wants to be first must be slave of all for even the son of man did not come
to be served but to serve and to give His life as a ransom for many.
Blanchard and Hodges (2005, p.12) have captured the essence of this passage,
This call by Jesus to servant leadership is clear and unequivocal; His words leave no
room for plan B. He placed no restrictions or limitations of time, place, or situation
that would allow us to exempt ourselves from His command. For followers of Jesus,
servant leadership isn’t an option; it is a mandate. Servant leadership is to be a living
statement of who we are in Christ, how we are to treat one another, and how we
demonstrate the love of Christ to the whole world. If this sounds like serious business
with profound implications - it is!
The approach of Christ to leadership and that which He prescribed to His
disciples is focused first on glorifying God and serving the welfare of others; not seeking
self-glory no manipulation of subordinates to achieve leader’s self-interest, no coercion.
He exemplifies integrity and is competent; while at the same time provide the requisite
vision, encouragement and optimism needed to motivate people to accomplish the desired
results (Maciariello, 2003).
Important to note, however, that Christ used the Greek word, doulus, when He
articulated to the disciples His main definition of leadership which He desired them to
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replicate (Matt 20:27; cf. Mark 9:35; 10:44; Luke 22:24-30). This is clear, that servant
hood is a pivotal part of biblical leadership. To establish the rich dividend which is
gained by such leadership; Wagner, (2012) posits that a further perusal of the word of
God reveals that the three synoptic Gospels record the proverbial or eschatological
promise Christ used. “So, the last shall be the first, and the first last” (Matt 20:16; cf.
19:30; Mark 10:31; Luke 13:30). The notion that those who for the sake of Christ have
been without rank in this life will be notably blessed in the coming Messianic age.
Gaebelein (1998) insists therefore that the rich, great, prominent and powerful would not
have it thus in the kingdom. Contrarily, those who assume an attitude of Christ likeness
(vv. 13-15) would not only be welcomed but also given prominence in the kingdom more
than those who from the world’s perspective enjoyed prominence now.
Through an exposition of Mark 10:35-45 (with additional insights from Matthew
20:20-28 and Luke 22:24-30), one can conceptualize the utter difficult position for Jesus’
original followers to accept servant hood as a requirement for positions of power and
leadership in the Lord's work. It is against this backdrop that Hutchison (2009) articulates
that if leaders are left to themselves, they would not adopt servant leadership. It seems to
run counter to that, which is the accepted norm of the world (Mark 10:42). A rather
interesting answer to the question as to why power seem so irresistible is asserted by Bell
(2003): the probability that power offers an easy substitute for love. Bell (2003) purports
further that Christ as King of the Universe had the right to power and dominion but
instead he ventured along the path of sacrifice; thus, establishing a leadership model
foreign to our very propensity.
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However, since the basic presupposition of this work is to establish the
tremendous benefits of servant leadership; the difficulties in accepting this paradoxical
concept, certainly pails into insignificance, compared to the far-reaching benefits.
Commenting on Robert Greenleaf’s, leader as servant concept; Hutchison, (2009) posits
that Jesus is the originator of this concept. He concurs with Greenleaf’s (1979)
observation, that when leaders from the inception consider themselves as servant leaders
they engender stronger collaborations and create institutions that are more service
oriented, and find more personal fulfilment in their leadership (Hutchison 2009).
Jesus as servant leader was being followed by the multitude everywhere He went,
(Matt 13:2; Mark 3:7; Luke 3:7; 5:19; John 6:2). His encounter with the Samaritan
woman which was uncommon for a Jew to relate to a Samaritan and a woman, spiraled
into a revival in Samaria (John 4:27-30). James Hunter (2005) asserts that Christ’s
following is unrivaled, more than any of the power leaders like Napoleon, Hitler etc. His
influence is telling even thousands of years after His ascension (Acts 5:42; Rom 1:16; 1
Cor 1:17; Eph 3:1). Countless have become Christians (Acts 2:41) and are still becoming
followers of this simple Prophet from Nazareth (Matt 21:11). It is therefore not surprising
that the competitive advantage goes to organizations that are based on servant leadership
(Flint, 2012).
The example of Christ washing the feet of His disciples is undeniably the epitome
of the most profound servant leadership encounter in developing leadership in his
disciples (John 13:1-17). When Christ was through washing the feet of the disciples He
reclined again and said unto them,
Know ye not what I have done to you. Ye call me Master and Lord: and ye say well:
for so I am. If I then your Lord and Master have washed your feet; ye also ought to
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wash one another’s feet. I have given you an example that ye should do as I have
done for you. Verily, Verily, I say unto you, the servant is not greater than he that
sent him. If ye know these things happy are ye if ye do them. (John 13: 12c-17)
The love of Christ for His followers is the pivotal key to servant leadership
revealed in this passage (Blackaby & Blackaby, 2011). Having loved His own who were
in the world, He loved them to the end (John13:1). Jesus could have exhibited that kind
of love and give due consideration to their needs because He was secure in His own
identity (Blackaby & Blackaby, 2011). Thus, He intended to teach us to regard nothing as
menial wherein we may be of service to God's glory and the good of our brethren. Henry
(1996) posits that He had come from God and was on His way back (John 13:3). It is the
love that Jesus showed His disciples (even Judas) that brought Him un-denying loyalty
from His followers (Blackaby & Blackaby, 2011). In other words, loyalty seems to be the
fruit of love; making Christ’s saying very real, if ye know these things happy are ye if ye
do them” (v. 17).
It is Clarke (2008) in commenting on John 13:3 who asserts that Christ as servant
leader was leaving them a message of humility in order to deliver them from the
poisonous influence of the warped idea of the nature of the Kingdom. The washing of
another’s feet was of such demeaning nature the disciples would not have even washed
each other’s feet (John 13:1-17).
Christ had to restrain the deadly passion of worldly honour and dignity (Matt
20:21; Matt 18:1; Mark 9:34) which would have divided and disperse the disciples
(Clarke, 1999). Contrarily true greatness is in humility and servant hood (Matt 23:11)
which by inference should engender the reverse of worldly honour and dignity which
would be harmony, unity, and coherency etc. Christ set the example which He want His
adherents to follow (John 13:15) because He knows as attested to by Clarke (1999) true
30

greatness undoubtedly lies within the recesses of humility and that willing servants are in
the account of God highly honoured. Flint (2012), Rinehart (1998), Hunter (2012), and
Belton (2016), nail it, as they purport that the demonstration of servant leadership in the
organization, if practiced by leaders, may I add, in any leadership role, would affect
positive change upon the organization or church and effectively accomplishes her
mission. In other words, the implementation of servant leadership will produce the
desired results (Flint, 2012).
When we consider the fact that the multitudes followed Him and particularly the
disciples who left everything and followed Christ (Matt 4:20, 22, 25; Luke 18:28; Luke
23:27) it certainly presupposes that servant leadership deepens relationships. Besides
following Jesus, it is noteworthy that the level of loyalty and commitment exhibited long
after Christ’s ascension (the manifestation of such unprecedented following and loyalty,
by both insiders (disciples) as well as outsiders (multitude) could be equated to the
satisfaction of Internal as well as external customers.
Moreover, Harrington (2006) insists that Mark 10 and Hebrews 4 are helpful in
providing an understanding of the paradoxical notion of Jesus’ servant leadership. As
noted in Mark 10:14-15, “But when Jesus saw it he was indignant, and said to them, ‘Let
the children come to me, do not hinder them; for to such belongs the kingdom of God.
Truly, I say to you, whoever does not receive the kingdom of God like a child shall not
enter it.’” Jesus’ willingness to serve the little ones is contrary to what was normative;
hence the disciples rebuked them (v. 13b). Jesus taught service to children could be
compared to entrance into the Kingdom. In fact, Jesus asserts however, that we are to
receive the Kingdom of God as little children (v. 15). Christ is here attesting to the fact
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that servant leadership does not exclude any, be it adult or child from being served. Jesus
came to establish His Kingdom and declared the admittance of Children as its subjects,
Henry (1996). As servant leader Christ is setting up precedence here to all future leaders
to foster the needed humility that will enable one to accept and appreciate their childish
sympathy and affection (White, 1911; 2002).
Servant Leadership in the Life
of the Apostle Paul
In this section, we will be perusing some of the servant leadership principles as
reflected in the life of the apostle Paul. The apostle Paul is being considered a critical
figure in early Christianity and the New Testament second to Jesus himself, Agosto
(2005). Undeniably the Pauline letters to the churches provide us with the only window
into understanding his concept of leadership (Agosto, 2005); thus, we will examine these
for further illumination into the servant leadership principles as exhibited by the apostle
Paul.
Like Jesus, the apostle Paul invariably endorsed the notion of plurality of
leadership as posited by (Wagner, 2012). Jesus did not embark on His public ministry as
a loner but choose twelve disciples (Matt 10:1, 2) with whom to share leadership. There
is a resonance in the writings of the apostle Paul in regard to the essential nature of
leadership plurality. In fact, Wagner (2012) concurs as he observes that presbuteros,
episkopos, didakalos, and diakonos are most of the time used in the plural form. This
entails a team of leaders working together in a particular territory (cf. Tit 1:5, Acts
14:23). Once people work together as a team to achieve a common goal they always
accomplish a lot more than they would as individuals (Flint, 2012). In other words, the
plurality of leadership as fostered by servant leadership yields wonderful results. Flint
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(2012) stresses some important aspects of this shared leadership; he asserts that team
members would have each other’s interest and are more likely to render the requisite
support to all for collective achievement. However, servant leaders do not just set the
standard they lead, coach and facilitate to make it a reality (Flint, 2012) (Mark 3:14).
Evidence of shared leadership is replete throughout the writings of the apostle
Paul. Ellis (1971) notes the most frequent designations of Paul’s associates in Christian
mission: Synergos (Co-worker), adelphos (brother or sister), diakonos (servant) and
apostolos (apostle or messenger). The notion that Paul was not a loner is confirmed by
Meek (1983) as he summarizes Pauline governance patterns; he divided Pauline leaders
into three: apostle, fellow leaders and local leaders. These would have exercised varying
degrees of influence in the Pauline congregations (cf. Phil 2:25; 2 Cor 8:23). We see
Timothy traveling on Paul’s behalf to Thessalonica and Corinth and were also Paul’s
emissary to Philippi during Paul’s imprisonment (Phil 2:19). Furthermore, Sylvanus
assists in the establishment of the Church at Corinth (2 Cor 1:19). It is Titus as a colaborer (2 Cor 12:18; Gal 2:1, 3; 2 Tim 4:10; Tit 1:4) who aided the apostle in conflict
resolutions with the Corinthians (2 Cor 2:13; 7:6-16). A couple that has rendered long
standing service as fellow missionaries are: Prisca and Aquila (Rom 16:3, 4; Acts 18:2,
26).
The apostle Paul’s servant leadership qualities have not only been exhibited by his
plurality of leadership, but also by his proclivity to commend his fellow laborers. Bell
(2003) is on spot as he asserts that when one is affirmed and recognized it serves as a
confirmation to one’s ministry and thus solidifies their motivation. Agosto (2005) posits
insightfully the notion that commendation was habitually practiced within the Greco-
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Roman world with its conventions and even expectations; this practice is what is adopted
by the apostle.
As a servant leader, the apostle Paul encouraged the small persecuted assembly
by commending the hard-working leaders (Agosto, 2005; 1 Thess 5:12, 13). In 1
Corinthians 16:15-18, he emphasizes the essence of servant leadership as exhibited by the
household of Stephanas; he commends them for they have addicted themselves to serve
the saints (v. 15). He urges the saints to give them and all who serve faithfully including:
Stephanas, and Fortunatus, and Achaicus, due respect (vv. 16, 17). Therefore, in consort
with the basic presupposition of this work he acknowledges delight, not disgust in their
presence and for the refreshing impact their service has on all involved (vv. 17, 18).
Paul’s admittance of needing help is congruent with Blanchard and Hodges’ (2005)
position that servant leaders have great self-esteem thus their admittance of having
weaknesses (Rom 7:24) and in need of help. In other words, while Paul’s commendations
serve as a motivator to his fellow ministers the service rendered by them benefits the
apostle as well.
Furthermore, as postulated by Agosto (2005), Paul commends several envoys to
the Corinthians for the sake of the Jerusalem collections (2 Cor 8:16-24); in the letter to
the Philippians there are four persons receiving commendations: Timothy (Phil 2:19-24),
Ephaphroditus (Phil 2:25-30), and Euodia and Syntyche (Phil 4:2, 3). He starts the
protracted set of greetings at the end of the book of Romans with the commendation of
Phoebe (Rom 16:1, 2).
Paul, a prestigious Roman citizen, identified himself as a δούλος of Jesus Christ
(Rom 1:1; Phil 1:1; Tit 1:1). This unequivocally bespeaks the apostle Paul’s conviction
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that as servant leaders we must first serve the internal customers by meeting their
legitimate needs, for if we treat them badly they will take it out on our customers,
(Blanchard & Hodges, 2005).
Servant Leadership in the Writings
of Ellen G. White
The one salient leadership principle that is pervasive in the writings of Ellen G
White is that of servant leadership. There might not be any direct reference to the word
servant leadership in her writings, but nevertheless, the core values and common features
are clearly evident. However, in this section we will extract servant leadership principles
from the writings of E. G. White relative to Matthew 20:25, 26 and Mark 9:35 that are
used to substantiate servant leadership in the life of Christ. In other words, E.G. White
comments pertaining to the said passages will form the basis of reflection.
White (1889; 2002), commenting on Christ’s statement in Mark 9:35, purports
that at one time John engaged in a dispute with several of his brethren as to which of
them should be accounted greatest. They did not intend their words to reach the ear of the
Master; but Jesus read their hearts and embraced the opportunity to give His disciples a
lesson of humility. It was not only for the little group who listened to His words but was
to be recorded for the benefit of all His followers to the close of time. “And he sat down,
and called the twelve, and saith unto them, if any man desire to be first, the same shall be
last of all, and servant of all” (Mark 9:35). White (1889; 2002, p. 55) elucidates,
Those who possess the spirit of Christ will have no ambition to occupy a position
above their brethren. It is those who are small in their own eyes that will be accounted
great in the sight of God. ‘And he took a child and set him in the midst of them: and
when he had taken him in his arms, he said unto them, whosoever shall receive one of
such children in my name, receiveth me: and whosoever shall receive me, receiveth
not me, but him that sent me’ (verses 36, 37).
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When the ten heard of the request of James and John, they were much displeased.
The highest place in the kingdom was just what each one of them was seeking for
themselves, and they were angry that the two disciples had gained a seeming advantage
over them (White, 1898; 2002, p. 549).
Again, the strife as to which should be greatest seemed about to be renewed, when
Jesus, calling them to Him, said to the indignant disciples, “Ye know that they which are
accounted to rule over the Gentiles exercise lordship over them; and their great one’s
exercise authority upon them, but so shall it not be among you” (White, 1898; 2002, p.
550).
In the kingdoms of the world, position meant self-aggrandizement. The people
were supposed to exist for the benefit of the ruling classes. Influences, wealth, education,
were so many means of gaining control of the masses for the use of the leaders. The
higher classes were to think, decide, enjoy, and rule; the lower were to obey and serve.
Religion, like all things else, was a matter of authority. The people were expected to
believe and practice as their superiors directed. The right of man as man, to think and act
for himself, was wholly unrecognized (White, 1898; 2002, p. 550).
Christ was establishing a kingdom on different principles. He called men, not to
authority, but to service, the strong to bear the infirmities of the weak. Power, position,
talent, education, placed their possessor under the greater obligation to serve his fellows
(White 1989; 2002, p. 550).
Summary
A causal perusal of the theological landscape on servant leadership as exemplified
in the life of the reviewed Bible characters has proffered several insights. It must be
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noted, therefore, that in calling Abraham God had made a fresh start, a new initiative in
partnering with man for the salvation of humanity (Deut 7). In other words, this is a call
to serve and not to be served (Matt 20:28). Byasse (2009) concurs as he refers to
blessings as analogous to leadership; he reiterates that it is never intended to be one’s
private property. But like manna it will spoil if kept overnight; it is entrusted for the sole
purpose of giving away (Byasse, 2009).
Furthermore, it must be noted that Moses’ action presupposes a deliberate and
purposeful intention to relinquish his prestigious position in order to serve and not be
served; … he went out and looked at their burden (Exod 2:11). This is not a coincidental
occurrence, after a chance visit, but as asserted by Cohen (2000) the first move of Moses
was to go out (va-yetze) to his people.
Furthermore, the replications of the unique servant leadership principles are also
clear in the life of Nehemiah. Another crucial servant leadership characteristic is
Nehemiah’s option to divide the task, delegate responsibility and authority (Maciariello,
2003).
Considering the personification of servant leadership; Christ set the example
which He wanted His disciples to follow (John 13:15) because He knows as attested to by
Clarke (1999) that true greatness undoubtedly lies within the recesses of humility and that
willing servants are in the account of God highly honoured. Chung (2011) nails it, as he
purports that, the demonstration of servant leadership in Jesus’ life; if practiced by human
leaders; may I add, in any leadership role, would affect positive change upon the church
and effectively accomplishes her soul saving mission.
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This is clearly evidenced in the ministry of the apostle Paul; his plurality of
leadership and also the habitual commendation which he extended to those who
collaborated with him in shared leadership. This is confirmed by Wagner (2012) as he
posits that presbuteros, episkopos, didakalos, and diakonos are most of the time used in
the plural form. However, more importantly the loyalty and unrelenting commitment and
support; his commendations seem to have engendered perpetual commendations
(Timothy, Phil 2:19-24; Ephaphroditus, Phil 2:25-30). This bespeaks the ultimate
benefits that come to: organizations, churches, and other entities with servant leadership
as their mode of operation.
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CHAPTER 3
LITERATURE REVIEW
Introduction
There is a plethora of studies done in leadership in general and servant leadership
in particular. Current literature postulates an intentional deviation from the more
conventional leadership models, such as, hierarchical or authoritative (Hunter, 2012;
Blanchard & Hodges, 2005; Bachelder, 2015). This apparent paradigm shift seems to be
quite pervasive, as it is embraced by leaders within both profit and non-profit
organizations (Flint, 2012). Even in the world of sports there is a strong leaning towards
adopting and replicating the servant leadership principles which fosters the personal and
professional growth and development of team members. The essence of genuine servant
leadership in the professional sport arena is captured by White (2002) citing Cooper et al.
(2015) who describes a successful servant leader, in the person of Phil Jackson, former
head coach of the NBA’s Los Angeles Lakers. He alludes to Phil Jackson’s intentionality
in building a team that is strongly interdependent; one where players listen to one
another, and dig deep to find resources, which would enable them to make a difference.
I do concur with Monroe (2013), Flint (2012), and Hunter (2004) who elucidate
that organizations are better off when servant leadership is successfully integrated into
the fabric of the day to day organizational operations. Such organizations are poised to
engender higher employee’s retention, performance, and fulfillment; putting the
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organization in good stead to thus achieve; higher customer satisfaction, better client
relations, including increased shareholders’ value (Northouse, 2016; Flint, 2012). This
confirms the increased level of intentionality amongst leaders within all sectors to adopt
servant leadership as the way forward (Bachelder, 2015; Spears & Lawrence, 2004).
The study of current literature encapsulates the interaction between servant
leadership and both employee and customer satisfaction are confirmed. In other words,
organizations; whether business, educational, church, or sport are doing exceptionally
better when they put their employee’s personal and professional development above
organizational goals and objectives (Greenleaf, 1997; Autry, 2004; Hunter, 2012).
Smith-Will (2010) is right, that one cannot win the hearts of customers by
breaking the back of workers. Since, only a satisfied internal customer is more likely to
produce a satisfied external customer (Hunter, 2004; Hunter, 2012).
This study is not exhaustive but presents a rather representative depiction of the
rich dividends to be acquired from inculcating servant leadership in one’s organizational
culture. We will delve into studying the principles akin to servant leadership. Further,
servant leadership theories such as: Incarnational leadership, relational leadership, and
spirituality in the work place will be examined. We will also consider servant leadership
as a welcome alternative to current business development. This will be followed by a
brief review of contemporary view on servant leadership; and finally, putting the icing on
the cake, with servant leadership and customer satisfaction (emphasizing both the internal
and external customer).
Consequently, this study will show that when servant leadership is successfully
integrated into the culture of an institution or organization; profit or nonprofit, it results in
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improved employee (internal customer) and client (external customer) satisfaction (Flint,
2012; Northouse, 2016; Hunter, 2012; Spears & Lawrence, 2004; Gostick & Elton, 2009;
Collins, 2001).
Servant Leadership Theories
In this section, review of current literature provides the requisite insight on three
servant leadership theories. Literature is perused to uncover the need to include the
servant leadership theories (Incarnational, Relational and Spirituality in the workplace) in
the servant leadership of an institution or organization. The servant leadership theories
understudy is more likely to engender a system that caters for both the internal as well as
the external customer. Servant leadership is people-oriented (Flint, 2012; Collins, 2001;
Blanchard & Barret, 2011; Hunter, 2012). Hence, the most effective leaders are the ones
who are intentional about making their people better, (Belton, 2016; Gostick & Elton,
2009; Bachelder, 2015; Autry, 2004). We will therefore first review incarnational
leadership, followed by relational leadership, and finally spirituality in the workplace.
Incarnational Leadership
To obtain a clear understanding of this theory it behooves us to first develop an
understanding of the meaning of the word incarnation. In the most general sense, the
Latin word from which we derive the modern term incarnation means “en-fleshment,” or
the rendering into visible and physical form that which is idea or non-corporeal
(Witherington, 2012).
The word incarnation as noted by Witherington does not necessarily refer to the
virginally birth of Christ, though it is the means of His incarnation, he contends that the
Incarnation refers to the choices and acts of a pre-existent divine being, namely the Son
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of God, that the Son took in order to become a human being; “Behold, what manner of
love God hath bestowed upon us, that He should espouse our nature” (Spurgeon, 2009).
He took on flesh, and became fully, truly human without ceasing to be fully, truly divine.
In other words, incarnation connotes a voluntary act on the part of the benefactor.
Robinson (2009) posits that we have done quite well with emulating Christ’s example in
our faith walk but we have done poorly of copying Him in our leadership journey (Bell,
2003).
Important to note, therefore, is that the willful - voluntary condescension has not
been to the benefit of the benefactor, but beneficiaries (Niewold (2006). Interestingly,
Newold, (2006) based his incarnational leadership model on Philippians 2:6-7 and
articulates it as follows, the emptying suggests relinquishing our high horse and become a
servant instead of a King. Incarnational leadership presupposes therefore a desire to be
with, rather than being above (Bachelder, 2015; Rinehart, 1998).
In his foreword, Robinson (2009) concurs, that the miracle of the incarnation is a
demonstration that we are taken seriously by God and are personally valued by Him.
Moreover, he refused to be myopic, but rather opted for a more comprehensive outlook;
hence he included the redemptive and restorative nature of incarnational leadership. He
made it emphatically clear that, God becoming one of us and living amongst us, was to
lead us out of darkness into His marvelous light (Robinson, 2009). No aloofness could
make such a remarkable difference.
Benefiel (2005) un-mistakenly understands the efficacy of coming close to those
being led. She has therefore included Genny Nelsons, “sister on the road café,” as one of
the leadership styles which has been authentically incarnational. She recounted Genny
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leaving her degree program and to work fulltime with and amongst the homeless.
Another profound and exemplary portrayal of an incarnational leadership approach is
alluded to by Nouwen (2002) in his condescension from the prestigious Harvard to L.
Archie, communities for mentally handicapped people. A quite compelling explanation
by Witherington (2012) as he maintains, when attempting to explain the incarnation to his
students, he has deliberately chosen the phrase, divine condescension. In other words, if
there is going to be a corporate merger between a divine being and a human nature, then
divinity side of the equation must necessarily limit itself; take on certain limitations, to be
truly and fully human. As a matter of fact, God Himself had to mind the existing gap
between Him and humanity, an act which called for self-abnegation on his part.
Thus, tying it all together; we are more likely to trust those we know; those who
have entered our sphere with noble intention to alleviate our burdens. Robinson (2009)
posits, that honesty and trust will increase with proximity. By inference, he categorically
condemns distance, as he insists that the real position of power is in close proximity to
those we lead. Thus, strong and healthy relationships are built; Relational leadership
results and thus solidifies, consolidates and sustains the helping relationship towards
holistic organizational development.
Relational Leadership
A salient servant leadership theory is relational leadership. Major scholars concur
that leadership is relational, (Gill, 2011; Collins, 2001; Blanchard & Hodges, 2005;
Belton, 2016; Hunter, 2012; Autry, 2004) and others. One question we need to ask as we
peruse current literature regarding relational leadership is can servant leadership exist
outside of relationships? Hersted and Gergen (2013) attest that, organizationally there
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exist continues collaboration both internally as well as externally. Another question could
be what kind of co-relation exists between servant leadership and relational leadership?
Gittell and Douglass (2012) contend that, relational leadership is defined here as a
pattern of reciprocal interrelating, between workers and managers, to make sense of the
situation, to determine what is to be done and how to do it. Consequently, all parties are
equally benefitting in this leadership experience, since the principle of reciprocity
implicates mutual respect and equal opportunities for growth (Hunter, 2012; Bachelder,
2015; Spears & Lawrence, 2004). They proceeded to articulate the nature of the
reciprocal relationship; an environment where there is mutual learning, workers and
managers both contribute the debt of knowledge comparable to their roles. It is in that
kind of community a more integrated and comprehensive understanding of the situation is
obtained. Furthermore, Gittell and Douglass, (2012), Flint, (2012), Pearce and Conger,
(2003), and Hersted and Gergen, (2013), maintain that, this process of reciprocal
interrelating involves communicating through relationships of shared goals, shared
knowledge and mutual respect, with mutual respect as an emotional connection. That
heightens each party’s attentiveness to the needs and insights of the other; triggering
cognitive connections in the form of shared goals and shared knowledge (Pearce &
Conger, 2003; Kouzes & Posner, 2017).
Relational leadership (worker-manager), along with relational coordination
(worker-worker) and relational coproduction (worker-customer) are three processes of
reciprocal interrelating that form the core of relational bureaucracy (Gittell & Douglas,
2012). The authors are convinced that relational bureaucracy is a hybrid of the relational
and bureaucratic forms, in which reciprocal interrelating enables participants to respond
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to each other in knowledgeable and caring ways, (Gostick & Elton, 2009; Blanchard &
Barrett, 2011). These formal structures embed reciprocal interrelating into roles, thus
enabling the scalability and sustainability typically associated with the bureaucratic form
(Gittell & Douglass, 2012).
With regards to the primary duty of the relational leaders Lloyd (2010) alludes
rather eloquently that the fore most task of the relational leader is to mobilize people to
address the need for positive change, by establishing a connectivity with the core values
and the people unique beliefs, thus “elevating the entire leadership enterprise to a level
above influence, power, position or manipulation.” In other words, the epicenter is no
longer gimmicks and correlated factors such as skills, but rather sole relational; based on
mutually accepted core values (Hersted & Gerren, 2013; Bachelder, 2015; Blanchard &
Barret, 2011; Spears & Lawrence, 2004).
The relational leader is also an ethical leader. In other words, she connects with
the values and beliefs of her people, (Ciulla, 2003; Johnson, 2012). However, Mackintosh
(2011) exemplifies the remedial nature of relational leadership: serving as an antidote to
greed, immorality, and unethical behavior. He encourages, on the contrary, relational
principles such as: trust celebration, fairness, attentiveness and so on. He purports that
foundational to the success of any organization lay the implementation of relational
leadership principles, such as depicted by (Dyer, n.d.).
While seemingly contradictory Mazutis, Morris, and Olson (2011) concur by
underlining the need for a blending of the task-oriented skills with the relational
leadership competencies. A complementing of the task oriented and a relational
leadership behavior is the strongly suggested way forward. In sync with the above
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mentioned; Dyer (n.d.) amusingly contents that being a relational leader does not
presuppose as just being “touchy feely” or routinely having everyone join hands to sing
rounds of “Kumbaya” (Hunter, 2012; Hunter, 2004).
Taking the time needed to build a sense of community in a group acknowledges
that relationships are central to effective leadership. Relational leadership is purposeful,
inclusive, empowering, ethical, and about process (Hersted & Gergen, 2013). Attention to
those practices builds a strong organization with committed participants who know they
matter (Blanchard & Barret, 2011). Just as Dyer (n.d.) contends that relational leadership
is being inclusive; it embraces and develops the talents of members, so they can be
readily involved. Inclusiveness breeds new leadership and creates a positive cycle that
sustains the quality of an organization over time (Hersted & Gergen, 2013; Belton, 2016;
Bachelder, 2015).
Myrna (2006) argues in favor of relational leadership by stating profoundly, that
nonprofit organizations are generally highly relational in their leadership outlook; making
their volunteers feel valued by being very collaborative; inviting input and advice and by
putting such into practice. As a consequence, she maintains; people do not work for them,
but rather with them. Realin, (2003), and Hersted and Gerren, (2013) confirm therefore
that relational leadership behavioral patterns contribute to higher levels of employee job
satisfaction and decreased job turnover. In other words, relational leadership; sets the
stage for sustained success, growth and development of a more comprehensive nature
(Spears & Lawrence, 2002; Hunter, 2012; Gostick & Elton, 2009). This encompasses
customer, individual worker, and organization, a launching path for spirituality in the
work environment.
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Spirituality in the Work Place
Another important tool in the hand of the servant leader is spirituality in the work
place. This subject relative to spirituality and work has become increasingly more
popular and attribute it to one of the philanthropic bases of servant leadership (Autry,
2004). Spirituality and work is considered the deeper connection with one’s work; this
transcend power, position and even money. This finds expression in the attitude about
one’s work, the relationship with colleagues, peers, employees, customers vendors and
others. Such expression is often manifested as service (Autry, 2004).
Furthermore, Nwibere. & Emecheta (2012) state empirically, that their study has
revealed a strong correlation between workplace spirituality and organizational
commitment. In sync with Gibbons (2000) they allude to the general agreement existent
amongst academic definitions; work place spirituality is deeply value based a catalyst for
a closer connectedness, and a sense of wholeness. Furthermore, Marschke, and Preziosi
(2011), say that their concept of spirituality in the workplace revolves around a personal
perception that one is a spirited being; one which would find meaning through work and
not predicated on a paycheck and job evaluations.
Krahnke, Giacalone, and Jurkiewicz (2003) have captured the essence of
spirituality in the workplace quite well, purporting that moral judgment in the workplace
is what gives a sense of right and wrong at work. They maintain, however, that this set of
core beliefs is what fuels the desire to be at one’s best and to extend to one’s fellow
workers the requisite help to do likewise; thus, forging a strong sense of connectedness
not only with one’s work but also with one’s coworkers. It is thus that the stage is set for

47

exceptional customer satisfaction. This is about caring for the care giver (Belton, 2016;
Bachelder, 2015).
Besides the set of core beliefs, Rhodes (2006) has alluded to nature of spiritually
aware managers and businesses; they perceive themselves to be servants of their
employees, customers, and community as well. In other words, spirituality in the
workplace extends the tentacles of one’s service beyond the boundaries of the
establishment: serving as an antidote to self-aggrandizement, thus perpetuating and
expanding customer, employee and even community satisfaction (Northouse, 2016; Gill,
2011; Flint, 2012; Hunter, 2012).
The examples drawn from exemplary organizations; though widely different in
their products, and locality, they have one thing in common which attributes to the
phenomenal successes they enjoy; it is the integration of spirituality throughout the life of
the organization, and the importance of integrating the core values mission and vision
throughout the entire system on a relatively consistent basis (Kouzes & Posner, 2017).
Most importantly, however, is the high level of consistency and intentionality in
administering the core elements to both the internal and the external customer (Benefiel,
2005)
Agreeing with Nwibere and Emecheta (2012), on the preeminence of the internal
customer, Benefiel (2005) referring to “Health East” and “Southwest Airlines,” who hold
that their employees are their prime asset. I believe this to be the number one ingredient
in customer service, and even servant leadership. People who are treated as important and
appreciated are comparatively or proportionately more likely to exemplify the same to
both fellow workers and customers as well (Hunter, 2004), a principle caught by major
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businesses today (Bachelder, 2015; Reina & Reina, 2010; Blanchard & Barret, 2011;
Flint, 2012).
Servant Leadership: Welcomed Alternative
Servant leadership has currently emerged as the preferred approach to leadership
above the traditional top down business model (Spears & Lawrence, 2002; Blanchard &
Hodges, 2005; Hunter, 2012; Belton, 2016). It is Krejcir (2005) who attest to this as an
indictment to church leaders who adopt the business model in their quest for success; in
an attempt to satisfy the high expectations from authorizers and constituency. To refute
this fallacy, Krejcir (2005, p. 6), is clear as he recounts,
As we have seen in the news recently, the business model has not worked well for
many businesses, even the big ones. Thus, it cannot possibly work for the Bride of
Christ! Even now, the business world is looking for new effective paradigms and
models because of so many failed techniques. And, ‘Servant Leadership’ is creeping
its way to them!
This paradigm shift signals an all-pervading norm that exceeds organizational and
industrial boundaries (Lawrence & Spears, 2002; Collins, 2001; Flint, 2012).
Confirming this at the Seventh-day Adventist Business Leadership Conference
(2012) citing Greenleaf, reference is made to the emergence of a contemporary moral
principle which underscores that the authority worthy of one’s allegiance is extended
voluntarily by the led to the leader on the basis that the servant stature of the leader is
clearly evident. It is against this back drop that Greenleaf (2008) visualizes that, the extent
to which this principle will prevail in the years ahead; the institutions that would subsist are
the ones that are predominately servant led. In other words, the subsistence in the arena of

competitive business necessitates the inculcation of servant leadership principles (Flint,
2012; Hunter, 2012; Greenleaf, 1997; Collins, 2001).
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This is confirmed by Arkin (2004); servant-leadership has been extensively
applied in the workplace, demonstrating its potential as a practical as well as theoretical
approach to organizational management. The Greenleaf Center for Servant-Leadership,
based in Indianapolis, is a non-profit organization dedicated to the education, research
and promotion of the principles of servant-leadership. Center members include between
33-50% of Fortune magazine’s “100 Best Companies to Work for in America.”
This paradigm shift (Sendjaya & Sarros, 2002, p. 62) captures that, “In the year
2000, three of the top five companies in Fortune’s list were companies that claimed to be
practitioners of servant-leadership.” Any misconception which tends to characterize
servant leadership as a weak form is counteracted by Gill (2011, p. 68) as he contends, “It
is no coincidence that the motto of the UK’s Royal Military at Sandhurst is, “serve to
lead” and that the service prayer says, …help us to be masters of ourselves and servants
of others and teach us to serve to lead.” This is very profound a philosophy for indeed
only when we are fully aware and in control of ourselves; serving others becomes easy.
In sync with what we seek to establish in this section of the study, Gill (2011)
citing EFQM as they answer the golden question, what the place is of servant leadership
in the world of business. The CEO of the Toro Company, Ken Melrose firmly believes
that great leadership is great servant hood; he postulates that as he came to understand
that we lead best, by serving the needs of our people. While we do not do their jobs for
them we enable them to learn and progress on the Job. Blackaby and Blackaby (2011)
have made a rather timely observation in discussing the leader’s influence they maintain
that it is quite ironic that with the growing awareness in the business world concerning
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the importance of caring for people (the essence of servant leadership) there is a strange
oblivion amongst the religious organization in that regard.
This indictment, the lack of care for people within our religious organizations,
Blackaby and Blackaby (2011) shamefully contrast with the secular business to religious
organizations. They postulate that due to the zeal of some religious leaders in their quest
to fulfill God’s purpose; if downsizing is required would dismiss long-term loyal
employees in a manner that would appall secular business managers. This bespeaks the
significant paradigm shift in the world of business where the servant leadership principles
are currently considered as critically important to the success of their organization
(Bachelder, 2015). Consider, Gill (2011, p. 69) his timely closing statement to this
section as he alludes to Herb Kelleher founder of the Southwest Airlines, “Leadership is
being faithful, devoted, hard-working servant of the people you lead and participating
with them in the agony as well as the ecstasies of life.” Raczkiewicz (2013) conjectures,
that servant leadership is increasingly popular among companies today. Many of Fortune
Magazine's “100 Best Companies to Work for in America” name servant leadership as a
core company value (Hunter, 2012). A firm foundation is thus set for embarking on the
perusal of some contemporary view on servant leadership.
Contemporary View on Servant Leadership
It is a salient component of this study to ascertain what the contemporary views of
servant leadership are. The work of Robert Greenleaf serves as a catalyst for the
contemporary views on servant leadership (Greenleaf, 1997; 1998). Russell and Stone
(2002) in reviewing current literature on servant leadership distinguish such into two
broad categories; functional and accompany attributes. The functional attributes would
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include qualities like honesty, being visionary, one who could be trusted, and service
oriented etc. On the other hand, the accompanying attributes are considered good
listening skills, listening skills, delegator, teacher etc. Russel and Stone (2002) purport
that according to the limited empirical research on servant leadership shows that there is
positively correlated to follower satisfaction, job satisfaction, work satisfaction; the focus
is on the workers needs which seem to be closely allied to the attending servant
leadership principles (Autry, 2004; Hunter, 2012; Gostick & Elton, 2009; Bachelder,
2015).
Another contemporary view pertaining to servant leadership is as established by
Joseph and Winston (2005), the correlation existent between workers’ perception of
servant leadership and the implicit trust one places in the organization. In other words,
organizational trust is predicated on the application of servant leadership (Northouse,
2016; Belton, 2016; Reina & Reina, 2010).
Barbuto and Wheeler (2006, p. 321) do concur with Greenleaf (1977) zeroing in
on the worker-oriented approach; moving it beyond perception, to the benevolent nature
of servant leader who would become, “healthier, wiser, freer, more autonomous and more
likely to become servants themselves.” Avolio, Walumbwa, and weber (2009) are
strongly contending that future research would engender a more follower centric
approach. Examining the wellbeing of those led by servant leaders and the effect it has on
the ability of both worker and leader in their performance (Blanchard & Barret, 2011;
Collins, 2001; Hunter, 2012). This is in stark contrast to the more leader centered
approach instead of what the authors refer to as follower centric.
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Servant Leadership and Customer Satisfaction
One pivotal consequence of inculcating the servant leadership principles in
organizational culture is to engender customer satisfaction (Bachelder, 2015; Hunter,
2012; Flint, 2012; Blanchard & Barrett, 2011). In concurrence, McCuistion (2013) insists
that customer service is “serving” others first. He contends, however, that when
customers walk out the main entrance of your company fully satisfied, everyone feels
good about their accomplishments. Hence, maintaining company servant hood is vitally
important to organizational success (Gostick & Elton, 2009). Furthermore, McCuistion
(2013) citing customer service expert Glenn Hamilton who provides advice that coincides
with solid servant leadership principles; “Create happy employees.” Employee beliefs,
attitudes and behaviors determine the quality of the customer service provided
(Bachelder, 2015; Belton, 2016). “Happy employees create happy customers.” No magic
wand or rocket scientific formula is required. Simply cause and effect; happy internal
customers makes happy external customers (Hunter, 2012).
There exists a close correlation between servant leadership and internal and
external customer satisfaction (Northouse, 2016). It behooves us therefore to examine
some current literature on both components understudy. Based on the findings thus far it
seems virtually impossible to have one without the other; we would first consider servant
leadership and internal customer satisfaction, because internal customer satisfaction
seems to serve as a launching path.
Internal Customer Satisfaction
Satisfying the internal customer is essential to the success and development of any
organization. Servant leadership contributes to follower’s greater self-actualization
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(Northouse, 2016). Meaning followers (internal customers) realize their full potential
when leaders are helpful, nurturing and aid them in achieving their personal goals
(Northouse, 2016; Bachelder, 2015; Collins, 2001; Hunter, 2012). Several studies
revealed Northouse (2016) the discovery of a positive correlation between servant
leadership and organizational citizenship behavior (OCB). This is a depiction of
followers’ behaviors that go beyond the basic requirement of their duties and help the
overall functioning of the organization (Ehrhart, 2004; Liden, Wayne, Zhao, &
Henderson, 2008; Neubert, Kacmar, Carlson, Chonko, & Roberts, 2008; Walumba,
Hartnell, & Oke, 2010).
Hence, Stone, Russell, and Patterson, (2004) have alluded to the recent prevailing
paradigm shift; acknowledging the emergence of a new organizational and leadership
theory which is founded on the ideology, that individuals operate at a high level of
effectiveness when their needs are satisfied (Stone et al., 2004; Hunter, 2004; Blanchard
& Barret, 2011). As a consequence, the likelihood for increased productivity and a
positive impact on the bottom line of the organization skyrocket. Interestingly, Smith,
Montagno, and Kuzmenko (2004), shed more light on the essence of servant leadership
and customer satisfaction. In contrasting servant leadership from transformational
leadership; they are convinced that the leaders’ motivation for his mode of operation is
what draws the line of demarcation between the two leadership theories. Important to
note is that while transformational leadership regards employee’s development and
empowerment as means to achieving organizational goals: to the servant leader
employees’ development and empowerment is not the means but the end (Greenleaf,
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1979; Flint, 2012; Northouse, 2016). This is in concurrence with Bachelder (2015, p. 62),
as she posits:
It is the responsibility of the leader to bring purpose and meaning to the work of the
organization. Purpose and meaning are essential to creating a high-performance
organization. When people believe their work matters, they contribute differently.
They arrive early and stay late. They find creative solutions to problems. They build
their skills, so they can add more value. They work collaboratively to ensure the
success of the team. They stay in the job longer.
It is due to the afore mentioned that the authors Smith et al. (2004, p. 85)
maintain, “In transformational leadership, achievement of organizational objectives
serves as direct benchmarks, while in servant- leadership, follower happiness is the
hallmark of success.” However, Benefiel (2005) is on point, as she examines Healtheast
adaptation of the servant leadership principles; it certainly includes besides patience care
(external customer) the cultivation of a healthy level of connectivity and perceiving one
another not as competitors but as teammates (Belton, 2016; Bachelder, 2015; Reina &
Reina, 2010). Such an environment would be most gratifying and conducive for the
internal customer to thrive and consequently extend a customer service that would bring
about rich dividends.
Hence, Smith-Will (2010) profoundly posits that one cannot win the hearts of
customers while breaking the backs of employees. It certainly bespeaks the far-reaching
implications or fallacy of seeking to develop one’s organization at the expense of the
employees within the organization (Bachelder, 2015). It is Smith-Will (2010) who coined
the philosophical position of World Class Courtesy; concluding that servant leadership
was a highly effective means for ensuring that the needs of employees and customers are
being met. Contending that, a servant-leader serves his or her employees by providing
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support needed for each person in the organization to grow both professionally and
personally (Gostick & Elton, 2009; Northouse, 2016).
No wonder why Ehrhart (2004), elucidates that servant leadership indicates a
leadership style that relishes serving others and encouraging followers to develop their
own skills to meet their own goals. While this could be organizational or personal,
however, the undeniable truth is that in such climate internal customers thrive best and
are more prone to commit to the overall success of the organization (Bachelder, 2015;
Flint, 2012) It is. Benefiel (2005), on the other hand, allude to the remarkable growth of
Reel L. Precision Manufacturing from three persons in 1970 to the 225-person company,
with revenue of $25 million in 2004. She infers that due to the servant leadership
principles prevailing within the organization; they made ethical behavior a part of the
DNA of the organization and more importantly their priority was towards the growth and
development of their customer. Such a phenomenal success as Reel’s firmly establishes
the close correlation between internal customer satisfaction and not only external
customer satisfaction, but also the success of the organization (Flint, 2012).
Consequently, Rainy (2003) confirms that job satisfaction would improve both personal
and individual performance.
In concluding this section Smith-Will (2010) provides helpful insights deduced
from studying well-known giants in customer satisfaction such as: Federal Express
Corporation, USAA, The Ritz-Carlton Hotel Company and the Defense Commissary
Agency (DeCA), the report concluded that foremost in customer stratagem is to ascertain
a correlating leadership plan to supply the needs of employees. This is confirmed by
Sanders (2008) who have studied newer crop of customer service giants—Southwest
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Airlines, United Supermarkets, Medtronics and others. Internal customer satisfaction
precedes external customer satisfaction (Hunter, 2012).
External Customer Satisfaction
In perusing current literature on servant leadership, we establish that the
application of the servant leadership, serves as a catalyst for increased external customer
satisfaction (Collins, 2001; Hunter, 2012; Autry, 2004).
McCuistion (2013) is emphatic, that customer service is a leadership skill for
which one needs some training. In other words, it has to be intentional. It would not just
happen by happenstance. He insists that such skill needs to be practiced, and even
perfected to gain maximum employees representation of the company. Hunter (2012)
and McCuistion, (2013) therefore allude to servant hood as being a major aspect of
customer service, which in essence concerns, one serving the needs of others (Belton,
2016). He, McCuiston, (2013) elucidates, that in this regard serving the customers is to
render them better than when they embarked on the encounter. Hence, servant hood must
be intentionally inculcated into the organizational operations. As a matter of fact,
McCuistion (2013) argues, “Healing” the customer's stress and pain, while relieving them
of their perceived burden is a characteristic of quality customer service.
Jaramillo, Grisaffe, Chonko, and Roberts, (2010) have discovered that
transforming solid relationship with customers is critical to organizational success.
However, this enhanced customer relationship could be attained by the implementation of
the servant leadership model. The authors posit therefore, that while it may appear to be a
liability, to put employees’ needs above the short-term benefits of the organization, on
the long run it is a tremendous asset; a myriad of benefits for the organization, including
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optimal customer satisfaction as well (Bachelder, 2015; Northouse, 2016). Moreover,
Raczkiewicz (2013) provides timely counsel as he ventilates; organizational intend on
transforming solid relationship with customers and decrease employee turnover are good
to hire managers that possess attributes of servant leadership.
Autry (2004), encapsulates the circumference which the servant leadership
attributes of such servant leaders cover. He clearly elucidates that the servant leader is to
primarily serve the highest priority needs of both the internal and the external customer.
He strongly implies the close correlation, between servant leadership and customer
satisfaction, and makes it emphatically clear that there are far reaching implications for
the absence or lack of development in servant leadership. Money and time are at stake
Autry (2004) posits. Monroe (2013) captioned it well as he purports that applying servant
leadership, serves as an antidote; turning liabilities into assets. Concurring with
Greenleaf’s best test, Monroe (2013) depicts it like viewing people as they ascend the
heights of the Maslow hierarchy of needs; having all their basic and more complex needs
met, they are eventually actualized and are now poise in becoming servants as well
(Greenleaf, 1977, 1998; Spears & Lawrence, 2004, 2002). In other words, the application
of servant leadership does not only engender a higher level of customer satisfaction but
also contributes to the perpetuity of servant leaders. This, he coined as to be a virtuous
cycle of service.
In sync with what we have established thus far Liden et al. (2008) posit that the
embracing of the servant leadership principles within the organization; thus, a culture of
extending service to others would be developed. Therefore, the tentacles of this culture of
service, would not only benefit the organization, but would also be extended to the
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community (external customers) (Northouse, 2016; Flint, 2012; Hunter, 2012). Servant
leadership offers hope and guidance for a new era in human development, and for, the
creation of a better and more caring institution. Another profound research finding is
purported by Hess (2013) as he articulates, that indeed employee satisfaction precedes
customer satisfaction, in fact, it drives it, and also engenders higher level of loyalty.
Furthermore, Griffin (2013) encapsulates the essence of servant leadership, and
relationship building, quite profoundly; they go hand-in-hand even with a home-based
business. He urges the need for the development of a servant mentality of a servant leader
and is convinced that he or she will improve his or her relationships with: clients,
vendors, and others. This coincides with Hunter (2012) who has chronicled the position
of Herb Keller of Southwest airlines, recounting that his flight attendants are the key
leaders, due to their daily contact, through which they are influencing a plethora of
customers.
Griffin (2013) stresses the importance of going the extra mile in customer
relations; thus, he maintains that to reveal servant leadership qualities one must offer their
clients more than they expect. In other words, the servant leader is intentional about
customer satisfaction and therefore does whatever it takes to make it happen.
Interestingly, Collins (2001) established empirical evidence of servant leadership
as it relates to customer satisfaction, and sustainable business development. After long
searching, he discovered what he considered the best organizations (Hunter, 2012;
Greenleaf, 1977; Lawrence & Spears, 2002) they achieved excellence, and were also able
to sustain such, over an extended period. He discovered that the leadership of these
organizations was not egocentric or controlling. Contrarily, two main characteristics
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emerged: the first was humility, focusing on others rather that one’s selves, and second, a
strong will to do the right thing. It is all about servant leadership.
Summary
Current literature on servant leadership has collated tremendous insight pertaining
to its validity as an integral part of organizational culture. The study has revealed that
from the inception, the Seventh-day Adventist educational system has been fraught with
elements of servant leadership. Thus, the competitive advantage lies within reach. There
is a compelling degree of congruency between the core values of seventh day Adventist
education and servant leadership. Furthermore, the review has brought to the fore, that
resident within the core values; mission and vision of the University of the Southern
Caribbean are vital elements of servant leadership.
As a matter of fact, all the servant leadership theories reviewed have serving
people high priority needs as first and foremost. There is no room for coercing, the old
top-down pyramid style of management. People are to be encouraged not forced. The
Incarnational leadership theory as postulated by Robinson (2009) is about minding the
gap, winning confidence and trust carrying the notion of not being above but rather being
with. However, the essence is redemptive, restorative, making those served better than
when the encounter began. Relational leadership is about placing high value on shared
goals and values. Thus, Realin (2003) posits that relational leadership behavioral patterns
contribute to higher levels of employee job satisfaction and decreased job turnover.
Giacalone and Jurkiewicz (2003) allude to the moral judgment in the work place, which
gives a sense of right and wrong; this fuels the desire to be at ones best and to help fellow
workers to do likewise. Thus, the stage is set for a strong sense of connectedness on the
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work floor and exceptional customer service. This ascertains why current literatures
confirm that over the approximately past decades, servant leadership has gained much
acceptance in the world of business.
Literatures reviewed, have elucidated that employee (internal customer)
satisfaction serves as a catalyst for client (external customer) satisfaction. Smith-Will
(2010) referring to Sanders (2008) who has studied newer crop of customer service giants
such as: Southwest Airlines, United Supermarkets, Medtronics and others; he is
emphatic, Internal customer satisfaction precedes external customer satisfaction.
Current literatures serve as a catalyst for the establishment of a servant leadership
model within organizations. Any such model can be accomplished when leadership
within such institution is committed to inculcate servant leadership into the institutional
culture. They must embrace servant leadership as the leadership style that engenders a
healthy environment, of mutual respect and collaboration; conducive for overall growth
and development. The successful servant leaders are committed to make people better
and places high regard on the human element; people do not work for them, but with
them. Current literatures have produced multiple examples of successful implementation
of servant leadership, such as: federal express corporation, USAA, The Ritz-Carlton
Hotel Company and the Defense Commissary Agency (DeCA) etc. Other institutions like
our University could therefore emulate by first acknowledging the need for a paradigm
shift regarding improving the way both the internal as well as the external customer has
been treated.
The literatures reviewed have uncovered that having managers who are servant
leaders; being servant first, is foundational to create a culture of servant leadership. There
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must be an intentional, hiring people who are also thus oriented. Training is critical it
must instill a clear understanding that Seventh-day Adventist education is value based
and must not seek to emulate the traditional educational systems. Therefore,
organizational leadership must capitalize on the competitive advantage already resident
within the educational philosophy.
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CHAPTER 4
APPLICATION OF METHODOLOGY
Introduction
The previous chapters have served as a catalyst in setting the stage for this
chapter. The description of this project concerned the establishment of a servant
leadership model within the Admissions, Records and Recruitment Departments of the
University of the Southern Caribbean in Trinidad and Tobago. It involved training and
coaching workers of the above-mentioned departments in the application of servant
leadership in their respective offices that would contribute towards improving internal as
well as external customer satisfaction.
As we consider Flint’s (2012) description of a successful organization: it is one
where people feel exited to come to work every day because of how they are treated and
developed as people; this forms a catalyst for building a sustainable competitive
advantage; an organization where leaders consider people as their most valuable assets
(Hunter, 2004; 2012). With the basic assumption, that people bring to the workplace their
God given abilities to achieve something that is way beyond their potential. Leadership
that is intentional about aiding people in unearthing and achieving their full potential
(Flint, 2012; Greenleaf, 1997; 1977; Hunter, 2004). In other words, people are more
important than planning, programs, perks and policies. However, what is most striking is
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his answers as to what kind of leadership is needed to make this ideal organizational
culture a reality, (Belton, 2016; Flint, 2012; Blanchard & Barret, 2011).
The dire need for servant leaders that are well trained is self-evident (Flint, 2012;
Hunter, 2004; Autry, 2004). He further purports, “Men and women who bring their
purpose, passion and character, and when combined with their God-given skills and
abilities for leadership, bring out the best in people, helping a business develop and
implement a sustainable process for success” (Flint, 2012, p. 1).
These lofty aspirations are certainly not beyond the reach of any organization.
Scripture poignantly state that hope does not disappoint (Rom 5:5). There is therefore
hope for changing and improving the culture within all our organizations. It is a change
for the better that is proffered, thus the statoscope could be challenged, and a climate of
collective acceptance engendered (Reina & Reina, 2010). In fact, as the farmer posits
nothing remains the same; we are either green and growing or ripe and rotting. We are
either becoming more of a saint or more of a swine choose one (Hunter, 2004). There is
room for growth; we must get better with our quest being continuous improvement.
However, we cannot improve if we are not willing to change. Hence, the definition for
insanity is doing what we have always done and hoping for a different result. So, we can
deliver a service that would make a lasting impact on those we serve.
It must be noted, however, that over the past couple of decades there has been a
surge in the replication of servant leadership in some of the most admired and successful
organizations worldwide. Hunter (2004) concurs by elucidating that more than fifty of the
hundreds of Fortune 500 companies practice servant leadership. These are not
particularly Christian organizations but nevertheless by implementing servant leadership
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they have gained tremendous competitive advantage. This strongly supports the notion
that everything rises and falls on leadership (Maxwell, 2013).
The titanic struggles we encounter within many of our organizations such as: low
morale, low commitment, lay-offs, turnover etc. seem to confirm the digression from the
most effective leadership style, servant leadership (Hunter, 2012; Hunter, 2004; Collins,
2001). It is the leadership style that if rightfully implemented would produce great results
(Blanchard & Hodges, 2005; Blanchard & Barret, 2011; Greenleaf, 1998).
This chapter provides a description of the project implementation. I will be
providing an overview of the rationale for the servant leadership model. Further, the
origin of this model will be discussed; this will be proceeded by unearthing the purpose
of this servant leadership model. Vision casting, including procuring permission from the
authorizers is concomitant: these authorizers include the vice-president(s) and directors
from the respective departments. Thus, the implementation of the servant leadership
model within the Admission Recruitment and Records departments will be embarked
upon. Subsequent to this the content of the servant leadership model will be studied; as a
pivotal aspect of the implementation of the model also involve conducting two seminars
for an hour and a half each. A one on one coaching strategy with the participants of this
project will be implemented. A motivational element must be finally included to
encourage participants to follow-through and replicate the servant leadership concepts
learned.
Rationale of the Servant Leadership Model
As we peruse the Contemporary organizational landscape, we are greeted by
systemic problems such as: exploitation and manipulation by people of power and
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influence (Blanchard & Hodges, 2005), demoralized workforce and consequently
suffering businesses (Flint, 2012). Other organizational pitfalls including: abuse of power
(Sankowsky, 1995), unethical practices (Currall & Epstein, 2003), social isolation and
alienation in the workplace (Sarros, Tanewski, Winter, Santora, & Densten, 2002), and
the violation of employees’ psychological well-being and work-life balance (De Cieri,
Holmes, Abbott, & Pettit, 2005; Thornthwaite, 2004; Wright, 2009). Badly treated
workers that take it out on customers (Sam Walton)
The above-mentioned pathologies are thankfully not incurable; servant leadership
is considered the one sure remedy since it elevates leaders and followers morally and
ethically (Greenleaf, 1977). In other words, a paradigm shift from perks to people at all
levels of the organization is essential. This is unequivocally captured by Stone et al.
(2004) as he summarizes the rationale behind intentionally building of employees or
front-line associates; he asserts that organizational goals will eventually be accomplished,
only when the growth, development, and overall wellbeing of the members within the
organization are facilitated.
Flint (2012) nails it as he contends,
the best strategy to achieve organizational goals and create competitive advantage is
by developing an environment of caring, mutual trust, and respect between the leaders
and the people by focusing their efforts and strategy on developing the full potential
of all associates and the business, therefore creating a winning partnership. (p. 15)
It is to create a winning partnership that the implementation of this servant
leadership model within the Admission, Records and Recruitment departments within the
University of the Southern Caribbean is orchestrated. The basic presupposition is that
when servant leadership is adopted as the leadership model replicated by frontline
managers and associates it will contribute towards an improved internal as well as
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external customer satisfaction. There could be no improvement, however, without the
willingness to change (Hunter, 2004). So, the participants of this project were encouraged
to make the needed adjustments. To resolve the issues, which by observation and
anecdotal evidence, have given rise to the implementation of the servant leadership
development model (Marchal, 2013).
Origin of Servant Leadership Model
The concept of servant leadership pre-dates the incarnation of Jesus Christ. This is
clearly reflected in our theological reflection; we have identified servant leadership in the
life of Abraham who was called to sacrifice, be a blessing and be blessed (Gen 12:1-3;
13:14-17). Moses’ intervention during the unhappy quarrel between the two Hebrews,
(Exod 2:13, 14) and Nehemiah, he remained focus and committed despite all the threats
and ridicules (Neh 4:1-3; 6:1, 2, 10).
However, the term servant leadership is associated with and originates in the
writings of Robert Greenleaf 1970-1977. While many scholars addressed this matter of
servant leadership from many different perspectives, the most often cited definition is:
(Servant leadership) begins with the natural feeling that one wants to serve, to serve
first. Then conscious choice brings one to aspire to lead…the difference manifest
itself in the care taken by the servant-first to make sure that people’s highest priority
needs are being served. The best test is do those served grow as persons, do they
while being served, become healthier, wiser, freer, more autonomous, more likely
themselves to become servants? And what is the benefit on the effect on the least
privileged in society; will they benefit, or, at least, will they not be further deprived.
(Greenleaf, 1979, p. 15)
Greenleaf’s writings including his personality have significantly impacted the
way servant leadership development on both the theoretical as well as the practical level.
Furthermore, after 40 years at AT&T, he explored options as to how institutions function
and how they can serve their societies better. Besides, he also studied the concepts of
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power and authority within organization and discovered creative avenues for mutual
collegial support within. He advocated using communication to remedy the destructive
effects of coercive leadership (Northouse, 2016; Hunter, 2012).
The numbers of leaders and organizations that have embraced and are replicating
the core servant leadership values have skyrocketed over the past few decades.
Surprisingly even the military, for instance the UK Royal Military Academy at Stand
Hurst has as its motto, “Serve to Lead” and that their service prayer goes something like,
“help us to be masters of ourselves that we may be servants of others and teach us to
serve to lead” (Gill, 2011).
The emergence of servant leadership within organizational development has also
pervaded the world of business. This is evidenced as the CEO of the Toronto Company
Ken Montrose firmly believes that “the great leader is a great servant.” He posits that we
best lead by serving the needs of our people. He further articulates that we do not
necessarily do their job for them but provide the scope for learning and development on
the job (Gill, 2011).
The founder of Southwest Airlines could not be left out of this discussion as one
organization that has consistently outperformed others within the Airline Industry
(Hunter, 2004); he nails it as he contends that leadership is being a faithful, devoted,
hardworking servant of the people and that we lead by participating with them in the
agonies as well as the ecstasies of life (Gill, 2011).
Consequently, many organizations have raised their games by adopting servant
leadership as their competitive advantage (De Pree, 2004; Flint, 2012). I do concur with
Flint (2012) who argues that our competitors (as a University) can buy or rent facilities,
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procure equipment and chase the same customers, order materials to develop the same
product; what they find more difficult to duplicate is a team that practices servant
leadership principles and thus embraces the awesome responsibility of impacting the
lives of the people by extending caring leadership. This involves serving as stewards of
the business, its results and resources. He unequivocally contends, “The goal of every
company should be to make it a priority to train, teach, nurture, and develop servant
leaders who can positively influence people in a way that truly makes a difference in
people’s lives” (Flint, 2012; Greenleaf, 1977; 1997).
Purpose of the Project (Servant
Leadership Model)
The development of the servant leadership model within the said departments was
an intentional approach to improve and remedy some systemic and operational issues that
have had a direct impact on internal as well as external customer service. It was a project
conducted, with the intention of bringing every participant up to speed with the servant
leadership principles and to develop their skills in implementing such in their respective
departments.
Through this project not only the theoretical aspects of servant leadership were
considered, but a road map was provided so as to move the information from the head to
the heart, hand and habit. A clear scope for implementation was provided.
While the servant leadership model was first presented to participants from the
departments in question; subsequent to this project the inclusion of other departments was
envisioned. This engendered a holistic cultural change as it concerns serving both our
internal as well as external customers. Some of Flints’ (2012) notion of what constitutes a
true servant leader was discussed:
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1. How they treat people with respect
2. Their positive attitude
3. A desire to serve others
4. The time they spent with their team
5. Their communication and conflict resolution skills
6. Their motivation to serve and make a difference in people’s lives
7. More one on one meetings with their people\
8. Giving and seeking feedback from direct reports, peers and their own leaders
9. By the way they care for people
10. By the high standard they hold themselves and their team.
However, the effective implementation of this project could not have been
accomplished without procuring the requisite go ahead and support from the authorizers
(Vice president and directors) from the said departments.
Vision Casting Amongst the Authorizers
The rationale of this project was shared with the vice-president and directors of
the respective departments; that was part of vision casting. I have apprised them, on a one
to one basis as well as by way of a letter sent via e-mail, positing that, I, Lloyd Jacott,
currently enrolled in the Doctor of Ministry program – and that a basic requirement of the
course was to implement a research project. The aim of this project was to develop,
implement, and evaluate a servant leadership developmental model in the Admissions,
Recruitment and Records departments (AR&R) at the University of the Southern
Caribbean. The objective was to train and equip the staff to minister to the students as
servant leaders. This program was evaluated by ascertaining the level of internal as well as
external customer satisfaction.
However, their permission to conduct this research project within their
Division/Department was indispensable. Please note that all participants were involved
on a strictly voluntary basis and could have chosen to withdraw from this study at any
time. There were to be no negative consequences if a participant decided to no longer
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participate or to withdraw after having started. In addition, the researchers responsible for
this study had the prerogative, at their discretion, to terminate the volunteer’s participation
at any given time.
Authorizers were informed that the main activities of this project were as follows:
I will be conducting two 1 1/2 hours’ seminars on servant leadership for both fulltime and
student workers of the Admissions, Records and Recruitment departments. Furthermore,
an ongoing coaching strategy will be developed. This would include one-on-one
encounter with all participants throughout the allocated period. We will also embark on
the exploration of practical ways by which to sensitize, motivate and educate participants
in applying servant leadership on the job, which should benefit both internal and external
customers. As a motivational tool, and to develop synergy, participants will be given the
opportunity to develop their own motivational chant, song or written statement.
About a year and a half after the implementation of the project an overall
evaluation was done. This evaluation sought to measure the effectiveness of the project
by using the following: (a) a questionnaire to determine students’ satisfaction with the
service rendered over the project period; (b) invite workers feedback by interview as to
how they have benefited from reciprocating servant leadership within their departments;
and (c) get feedback from all participants regarding the difference the program would
have made (interviews).
The data was collected by: interviews, demographics, collecting of pre-posted
data on the servant leadership model from customers 30 days before and 30 days after a
survey was conducted. Surveys were done by persons who exited the office. Interviews
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were the means of discussing the findings. There was to be no audio or video recording
done as part of the data collection process.
Data was absolutely confidential. This would have been done by storing the
softcopy in a password protected computer file. Hard copies were securely stored in
cabinet and office with keys that are accessible to only the one directly involved in the
implementation of the servant leadership model at the Admissions, Records and
Recruitment department of the University of the Southern Caribbean. After the study was
done, the data remains stored for at least three years.
Important to note, however, is that there were no physical or emotional risks to
participants’ involvement in this study. This project that has been implemented is not a job
performance evaluation exercise and was certainly not intended to determine participants’
employment status; it was a research project that should ultimately have a pervasive impact
within the University.
Participants from the three departments involved in this project were appraised
and recruited through e-mail and personal information that were shared by the authorizers
including a neutral person who was a special designee to elicit the participation of the
student as well as full-time workers within the Admissions Records and Recruitment
departments. Obviously, the expectation was that all the frontline associates would have
participated. However, it was expedient for a majority to be involved; the purpose was to
evaluate the impact and to ascertain the validity of the project intervention.
Implementation of the Servant
Leadership Model
In preparation for the implementation of this project a pre- test and post-test
customer satisfaction survey were administered to determine the level of customer
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satisfaction with the services rendered by the participants of this project, before and after
the implementation of the project. Every customer entering the office was asked to fill
out the survey. A box was placed in the corridor in relatively close proximity to the
respective offices; this was to allow customers to opportunity to deposit the completed
survey forms. The main objective was to assess the level of satisfaction or dissatisfaction
of customers with the services rendered at the offices in question.
A comparative study was conducted of the pre-implementation of the project and
post project implementation-survey. Findings were indicative of the difference the
servant leadership model made on all beneficiaries. Happy and satisfied frontline
associates make for satisfied customers (Bachelder, 2015; Hunter, 2012).
Strict confidentiality was maintained in handling the results of this survey. Names
of the participants with this survey were not required and were therefore not mentioned.
The completed surveys were securely stored, accessible to only the researcher. In fact,
participants were not required to fill out their names on the surveys. However, these were
identified by their numbers.
This pre- project implementation survey was compared to the post-project
implementation survey to make a comparative study, to determine the effectiveness of the
project implementation within the said departments. This was pivotal to the study as it
unearthed the need for a more pervasive implementation within the University.
The servant leadership model which was specifically designed to train and equip
both full-time as well as part-time and student workers within the Admission, Records
and Recruitment departments, to serve both internal as well as external customers as
servant leaders. This transpired within the University of the Southern Caribbean. Not
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only frontline associates but also authorizers (vice-presidents, directors, and supervisors,)
were encouraged to be a part of this program.
The program had to go through four stages which include: preparation,
recruitment of participants, execution of the project, seminars and evaluation.
Preparation concerned the procurement of the requisite data from a wide range of
sources. This included listening to audio tapes on servant leadership, surfing the Internet
for appropriate information relative to the servant leadership development model,
perusing the excellent reading materials (books) for the class to deduce some pertinent
information to share with the participants of the program.
Furthermore, selecting the participants involved having a representation of both
genders as well as from each section (Admissions, Recruitment and Records). It would
have been ideal to have contingency of between eight and 12 individuals to be part of this
training program. Eight, would give a good scope for evaluating of the impact of the
project.
An initial meeting with the volunteers was convened to articulate the scope of the
project. What is expected of all of them as participants, and when we were to start with
the seminars? The two 1 ½ hours’ seminars on servant leadership were pivotal but not the
only means of disseminating information on servant leadership to the participants. They
were made aware of the one-on-one coaching that would be implemented and conducted
throughout the duration of the program.
In addition to the coaching sessions participants were e-mailed relevant and up to
date information on practicing servant leadership in their departments and by extension
the organization. As noted:
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And is not leadership simply doing the right thing for the people entrusted to our
care? Isn’t the right thing to have self-control, to be kind, to be humble, to give
appreciation, to listen, to be respectful, to meet the needs (to be selfless) to be
forgiving, to be honest, to be committed. Character is doing the right thing.
Leadership is doing the right thing. Leadership is simply character in action. If you
want to improve your leadership skill you must improve your character skill. And that
is the rub. (Hunter, 2012, p. xxvi)
It was therefore indispensable to establish a data base with the requisite information from
all the participants. Meeting with each participant and understand their personal
expectation from the program.
To evaluate the impact of the program on each participant’s leadership
development, a pre-personal servant leadership assessment survey was administered;
findings would have revealed their perception concerning their competency as servant
leaders prior to the project implementation. Participants had to be cognizant as to the
objective of this leadership self-assessment. The intent was to examine their growth and
personal progress as servant leaders. They were also set at ease that their answers were to
be handled in a confidential manner.
Important to note, however, is that this servant leadership pre-program evaluation
was a test on specifically leadership skills and not management skills. This provided
every participant a window into where they were at, in their own leadership development
prior to embarking on the project. This evaluation occurred approximately three weeks
before the implementation of the project. This coincides with the quality model, Hunter
(2012), posited as, foundation, feedback and friction; it was important to first lay the
foundation, then provide healthy feedback and create some friction.
As part of the project’s implementation, participants were enlightened as to what
constituted proper servant leadership; this was accomplished by the pre-servant
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leadership assessment survey as well as the seminars and one on one coaching. The post
seminar evaluations unearthed the gaps we were to coach against.
Besides the one-on-one coaching with participants’, materials that could were
acquired online or otherwise were recommended as collateral reading materials. The
objective of this was to assist participants in expanding their knowledge base as it
concerns the implementation of the servant leadership principles within their respective
departments. These materials included: selected articles, book(s) or even presentations on
servant leadership. Participants were encouraged to access the Robert Greenleaf’s
website for further information on servant leadership.
Since leadership development is not a neo-cortex experience, meaning we do not
learn leadership by just reading a book or by watching a video or listen to a seminar.
However, it transpires in the crucible of the choices that we make on a daily basis. It must
be transferred from the head to the heart, hand and habits (Hunter, 2012). Hence, all
participants were encouraged to practice the servant leadership skills that they had thus
far imbibed, in their respective departments. They were reminded to serve their fellow
staff members as servant leaders as well as their customers. Holding one another
accountable is indispensable.
Following the implementation of the project, about a year and a half after, the
effectiveness of the implementation of the project was tested. This was done by
interviews and not focus groups. These interviews were conducted at a location that was
most conducive for all participants.
The following is a list of the interview questions that was presented to the
participants:
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1. What is your understanding of the correlation between servant leadership and a)
internal as well as (b) external customer satisfaction?
2.

How helpful has the implementation of this project been to your personal
development?
(a) Very helpful (b) marginally helpful or (c) Not at all helpful (d) other…

3. What are the changes you have noticed in your appreciation and personal
implementation of servant leadership in your department?
4. As a consequence of this project how do you relate differently to customers,
colleges, subordinates and superiors?
5. Briefly state what you are doing differently now than before you were exposed to
this servant leadership development project.
6. In your estimation what difference has the servant leadership development model
made in improving both internal as well as external customer satisfaction?
a) Much (b) A little (c) none at all (d) other…
7. What is your recommendation as it concerns the implementation of this project in
other departments within this University?
8. How helpful and or relevant to the study has the information e-mailed to you
been, inclusive of the motivational segment.
Content of the Servant Leadership Model
The servant leadership model comprises of two 1 1/2 hours’ seminars that were
specifically tailored to reshape the cognitive framework existent amongst the participants
in this project. Having accrued the informed consent from both the authorizers as well as
the frontline associates the project was embarked upon.
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The venue for the two 1 1/2 hours’ seminars on servant leadership was discussed
with all the participants. They were instructed regarding the main objective of the
seminar, as well as what was expected of them in the process. The venue of the seminars
was agreed upon; the conduciveness of the selected venue was absolutely critical. This
was to engender an environment that catered for interaction and facilitated the learning
process. Important as well was convenience; it has to be accessibility without incurring
any additional expenditure.
There were some concerns that needed to be discussed prior to embarking on the
implementation of the project. Some of these concerns included:
1. Participants must be appraised that servant leadership serves as a catalyst for gaining
and sustaining a competitive advantage in the world of business; this serves as an
opportunity to raise their games and become better at serving colleagues as well as
customers.
2. It must be made clear that this is not part of a performance review, and that the
departments are not being targeted.
3. Participants were informed that the implementation of this servant leadership model
had the support of the University Administration and their immediate authorizers.
4. A servant leadership development model if embraced by leaders as well as followers,
frontline management and frontline associates would engender a remarkable
competitive advantage.
5. The respective departments were made to understand that the implementation of the
project within their department was not an indictment but rather a means in extending
better customer service.
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6. Conducting the seminars was to occur at a time when all were available and did not
have to encroach on their personal time.
7. All participants were to be made aware that their participation in this program was
strictly voluntary and they had the right to withdraw from the program at any time.
8. They needed to be cognizant that they could disagree with some part of the content
of the project.
9.

They also reserved the right to question the concepts that were to be presented.

10. They had the latitude to make suggestions as well concerning the relevance of the
information within their department.
Another important factor that was discussed with the prospective participants was
the pre-requisite that only those who are capable of handling relationships, meaning, they
do not have any chronic narcissism or serious sociological disorder. No wonder Liden et
al. (2008) purport that organizations intended to develop a servant leadership model must
establish as key to one’s eligibility for being part of such servant leadership development
model, their interest and capacity to build long term relationships with followers.
Prospective participants were to attest their fitness by their interest and ability of handling
relationships within their department.
Prior to embarking on the actual project, all who had voluntarily consented to
participate in this project were issued a letter via e-mail to express gratitude for their
willingness to go through the training sessions. They were considered pioneers in regards
to creating a paradigm shift in both the reshaping of our leadership brands as well as
customer service enhancement.
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The content of the two 1 1/2 hours’ seminars on servant leadership for the
participants from the respective departments were intentionally sequenced in order to
provide a comprehensive outlook on the implementation of servant leadership. The
following topics were discussed during the first seminar:
1. What is leadership?
This section provided a conceptual frame work of what leadership is. A couple of
definitions were brought to view in regard to leadership in general. Leadership is a skill, a
learned and acquired ability and leadership as character. Here a number of definitions on
leadership were explored and evaluated.
2. What is servant leadership?
After we discussed leadership in a more general sense then we proceeded to focus
on servant leadership in particular. Participants were made aware of the historical
background of servant leadership as coined by Robert Greenleaf. Successful business
enterprises and organization of high repute were highlighted as empirical evidence of the
competitive advantage gained through servant leadership; not negating its impact on the
growth and development of these successful organizations.
3. Biblical foundations for servant leadership
a. Servant leadership in the Old Testament
b. Servant leadership in the New Testament
This section provided participants with an understanding as to the biblical
foundations for servant leadership; participants were enlightened that servant leadership
finds its origin in the word of God.
4. Identifying marks of the servant leader
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Next, we perused some of the identifying marks of the servant leader. These are
qualities we hope all participants would eventually imbibe and replicate within their
department as they relate to their coworkers as well as customers. Some of these
identifying marks discussed, are:
i.

How they treat people with respect

ii.

Their positive attitude

iii.

The time they spend with their team

iv.

A desire to serve others

v.

The high standards they hold for themselves and their team.

vi.

More one on one meetings with his people

vii.

Their motivation to serve, to make a difference in people’s lives

viii.

Giving and seeking feedback from their direct reports, peers, and their own leaders

ix.

Their communication and conflict resolution skills

5. How servant leaders live their vision.
i.

Treating people as the most important asset in the company.

ii.

Seeing people not as they are at present but their potential

iii.

Realizing that people are more important than task.

iv.

Knowing that leadership is about building relationships throughout the
company.

v.

Measuring their own success by the success of those they lead.

vi.

Setting goals, objectives and actions, and measurements with accountability
for the result.
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vii.

Encouraging, inspiring and motivating their people. Believing that it is the
responsibility of the leader to make a difference in their people’s lives.
The second 1 1/2 hour seminar was predicated on the first. However, the second

seminar encapsulated the expression of servant leadership, how it translated in the
respective departments within the organization. Hence, the following outline was
developed:
1. Recap on what was discussed during the first session
2. Definitions for service and customer service
i.

What is a servant?
As Hunter (2012) posits that being the servant has primarily to do with identifying

and meeting people’s legitimate needs, and not the wants of those who have been
entrusted to our care. It behoved everyone who is in a position of leadership to formulate
a list of what their people needs are.
3. What does proper customer service look like within the organisation?
i.

Creating a student/customer friendly environment

ii.

An attitude that creates that environment

iii.

A positive outlook through communication

iv.

The optimism Creed

4. How to move the information on servant leadership from the head to heart, hand
and habit.
In an effort to create a road map for all participants in moving the information in
to their day to day operations, habit forming was discussed. Hunter (2004) reiterates the
four stages of habit forming. The first is: Unconscious and unskilled. Second is,
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conscious and unskilled. Third is, conscious and skilled, and fourth is, unconscious and
skilled. These were discussed in detail.
5. Examples/Case study
6. How to become a Servant Leader?
7. Are you a Servant Leader?
Motivational Strategy
Furthermore, participants were divided into two groups one comprising four and
the other five individuals. They were given the opportunity to develop their own
motivational strategy object and/or platform: Group one did a chant and the second
group a written statement. This strategy was intended to engender mutual encouragement
and motivate one another in putting the principles and skills learned into practice. It was a
means of motivating one another.
The groups were formulated sometime during the first session and are instructed
regarding what was required of them. Both groups had the privilege of choosing their
own leader who would report to the researcher what the group decided to do. They
scheduled their meeting time between sessions to put together their motivational gem.
The main objective was to encourage team work, which is a vital ingredient as it
concerns servant leadership. The motivational gem that was most inspiring could be used
throughout the year as a reminder and inspirational tool to continue to apply the servant
leadership principles within their department.
Summary
As reflected in this chapter, implementing the servant leadership model within the
Admission Records and Recruitment departments unquestionably releases tremendous
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customer service potential. This model, when effectively employed, would unleash the
organizations competitive advantage, by creating a caring work environment that is
intentional about the personal growth and development of all frontline associates (Flint,
2012).
In addition to gaining the tantalizing competitive advantage which contributes to
remedying some of the nagging organizational deficiencies, such as: the abuse of power,
unethical practices (Currall & Epstein (2003), social isolation and alienation in the
workplace (Sarros et al., 2002), even exploitation and manipulation by people of power
and influence (Blanchard & Hodges 2005). The goal of every organization must be to
eliminate these dysfunctions.
Thankfully, these shortcomings within organizations are not incurable. This
undoubtedly inspired us with a sense of hope and unequivocally established the rationale
for the implementation of this project. Consequently, many organizations have improved
their customer service, created a winning partnership, by adopting servant leadership as
their competitive advantage (Flint, 2012).
It is noteworthy that the purpose of this project as discussed in this fourth chapter
was to bring all participants up to speed with the servant leadership principles/skills. The
idea was to provide a road map so that the information was to be translated from head to
heart and from hand to habits. Hence, the implementation of the project including its
content were intentionally tailored to facilitate a proper understanding of what servant
leadership is and where they were relative to their personal servant leadership
development.
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Most importantly, the implementation of the project within the said departments
undoubtedly contributed towards the overall growth of all participants. The pre and post
surveys; the one on one coaching strategy which included, sharing of vital information on
servant leadership with participants; including the motivational strategy and interviews
would instigate growth and thus engendered better equipped frontline associates.
Consequently, a higher level of internal as well as external customer satisfaction was
achieved.
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CHAPTER 5
NARRATIVE OF INITIATIVE IMPLEMENTATION
Introduction
The purpose of this chapter is to present a concise chronological narrative of the
project, servant leadership models’ intervention. The implementation of the servant
leadership model occurred to the benefit of the leaders and employees at the Admission
Records and Recruitment department. De Pree (2004) is clear that leaders are responsible
for effectiveness and could therefore afford to delegate efficiency; since effectiveness is
doing the right thing and efficiency is doing the thing right. There seems to be a strong
concurrence between major servant leadership scholars such as Spears and Lawrence
(2004) Greenleaf (1998), De Pree (2004) to name a few, that there is need for a new kind
of leadership model in leading our organizations.
Hence,
In recent years a number of institutions have jettisoned their old hierarchical models
and replaced them with a servant –leader approach. Servant leadership advocates a
group-oriented approach to analysis and decision making as a means of strengthening
institutions and of improving society. It also emphasizes the power of persuasion and
seeking consensus over the old “top-down” form of leadership. Since people have
likened this to turning the hierarchical pyramid upside- down servant leadership holds
that the primary purpose of a business should be to create a positive impact on its
employees and community rather than using profit as a sole motive. (Greenleaf, 1998,
p. 9)
Consequently, the outcomes usually bespeak the quality of leadership intervention
or the culture that has been developed and fostered. De Pree (2004) unequivocally
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purports that the measure of organizational leadership is not the quality of the head but
rather the tone of the body. Greenleaf (1977, pp. 13, 14) concurs as he alludes to what he
calls the best test and difficult to administer; “Do those served grow as persons? Do they
while being served become healthier, wiser, freer, more autonomous, more likely
themselves become servants.”
Servant leadership scholars have chronicled some of the potential outcomes of
servant leadership. Their studies have revealed that there is a close correlation between
servant leadership and increased organizational citizenship behavior (OCB) (Northhouse,
2016). This means that followers give more of their discretionary time; it engenders a
behavior from followers that go beyond their call of duty to aid the overall performance
of their organization (Wayne et al., 2008; Neubert et al., 2008; Walumba et al., 2010).
There is also a positive impact on the effective functioning of the organization as a team.
However, with the absence of servant leadership, a noticeable decrease of team
performance was apparent, despite the presence of clear goals (Hu & Liden, 2011)
Project Implementation Details
This chapter is a concise chronological narrative of the project implementation.
The buy-in of the authorizers, followed by participants consent will be first considered.
Subsequently, I shall provide a brief description the pre- and post-customer satisfaction
surveys. In addition, I will be providing a summative depiction of the servant leadership
materials shared with the participants via e-mail; this includes a servant leadership course
comprising seven lessons. Furthermore, a careful analysis of the two intervention
seminars is done; followed by a brief description of the personal leadership selfassessment. It must be noted that the results will be provided in the next chapter.
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However, in closing, the motivational strategy followed by the interviews will be briefly
described.
Buy-in From Authorizers
This servant leadership development model could not possibly have been
implemented without the consent of front-line managers assigned to the above-mentioned
departments. This is salient, to engender sustained transformation of the existing culture.
In fact, Maxwell (2013) unequivocally posits that everything rises and falls on leadership.
Hence, Kouzer and Posner (2016) are poignant as they report on some solid research
findings, “Leadership has an impact on people’s commitment their desire to stay or leave
their willingness to put forth more discretionary effort and their inclination to take
personal initiative and responsibility” (p. 15).
The Vice-presidents as well as Directors have depicted a clear understanding of
the findings noted above concerning the outcomes of proper leadership. They have all
unanimously consented. They have responded positively by lending their support to have
their frontline associates which included both full time as well as student workers at the
respective departments (Admissions, Records and Recruitments) to be part of the
scheduled meeting of which all were electronically informed and invited be a part of the
servant leadership development model.
Voluntary Consent of Participants
The requisite respect was extended to the prospective participants by soliciting
their participation in this project on a voluntary and informed basis.
Participants from the three departments involved in this project were informed in
advance via e-mail. However, subsequently they have obtained personal information
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relative to the nature of the project and the objective of the meeting with all prospective
participants. In consort with the IRB protocol, a neutral person was invited, the Director
of research, who at that time was not yet my second reader. She furnished the attendees
with the requisite information about the project and procured their voluntary
participation.
It is noteworthy, however, that from the 14 that initially signed-up only 11
followed through as participants of the servant leadership development model. However,
the emerging concern was to determine if 11 participants would suffice to render the
study robust; nevertheless, empirical evidence attest to previous studies done with less
participants and have yielded astonishing results.
Ultimately the team of participants that signed the informed consent form
comprised of one student and 13 full-time workers from the Admissions Records and
Recruitment departments. Obviously, the expectation was to have all frontline associates
involved. However, all the full-time employees of the Admissions Department and more
than 50 % of those from the Records Department and one from the Recruitment section.
Pre- and Post-Customer Satisfaction Survey
The pre-customer satisfaction survey was conducted prior to the implementation
of the servant leadership development model. The effectiveness of the intervention could
only be determined by making a comparative study the pre-customer satisfaction as
suppose to the post-customer satisfaction survey.
The surveys were administered in consort with the IRB requirements and most
importantly to unearth the impact of the intervention. As proposed, a box was placed at
the entrance of the Administration building in which the completed surveys were to be
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deposited. Customers’ anonymity was preserved; hence they were not required to place
their names on the forms. Consequently, no one could link them to their survey. The box
that was made available for the purpose of collecting the instruments and was handled by
the main researcher only; the intention was to ensure that the integrity of the project was
maintained.
The instrument used to measure the results included 16 questions and statements;
three allowed for short comments and four provided the option of specify in case of other.
The others gave multiple options of which the customer could have chosen sometimes
one, two or even more depending on the type of statement or question. There are
certainly two broad categories under which the instruments could be placed:
1. Personal interaction between the employee and the customer.
2. Phone contact/ interaction between the employee and the customer
Some of the following were measured:
1. The level of satisfaction customers enjoyed as a result of past and current
experiences at the respective offices.
2. How intentional the employees were in influencing the experience of the
customers.
3. Employees willingness to extent themselves for their customers by meeting
their legitimate needs.
4. The employee’s competency in understanding the processes and their capacity
to refer the customers promptly and efficiently.
5. The servant leadership characteristics exhibited by the employee.
6. The impact of customer service on students’ retention.
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Relevant Information E-mailed to Participants
As an integral part of the intervention, throughout the duration of the project,
relevant information on servant leadership have been send via e-mail to all participants.
The purpose of this aspect of the program was to encourage participants to do their own
self-study; thus, the supplementary materials on servant leadership would be at the
disposal of all the participants:
1. To provide an avenue for reflection and contemplation.
Beazly and Beggs (2002) purport; the practice of savant leadership involves
the enhancement of several capacities of which reflection and contemplation
is one. They contend that while these practices are not associated with busy
executives and students, yet they are important for self-exploration and
increased self-awareness; these have proven to be indispensable to servant
leadership.
2. To ensure that participants had the complimentary information at their
disposal. Each participant was thus afforded the leverage at their own
convenience and pace to assimilate the information forwarded.
The information shared with the participants occurred immediately following
their informed consent to be part of this servant leadership development model. The
following information e-mailed to all the participants, have been carefully selected by the
researcher: I have intentionally selected documents that were relatively short but
contained solid substance. Important to note is that due to the high demands on the
employees of the respective departments, in addition to the relevance and quality I had to
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also give due consideration to quantity (volume) as well. In other words, the materials
had to be reader friendly
The materials forwarded were as follows:
1. In consort with the theological reflection, servant leadership in the life of
Nehemiah was the first article e-mailed. My preferential option to firstly
forward to them an article on the servant leadership principles as distilled
from the life and ministry of Nehemiah by Maciariello (2003) is because
Nehemiah’s ministry provides a broad perspective on servant leadership the
subject matter understudy.
2. The second bit of information forwarded focuses on the characteristics of the
servant leader. It encapsulates what Northhouse (2016) considers the servant
leaders’ behavior. The title of the article is “Leadership assessment for the
servant leader” it consists of the most commonly accepted
behaviors/characteristics of servant leaders. This article provided the
participants with insights and reinforcement on what has been discussed
during the second seminar; a handout for personal review and perpetual
assimilation of the concepts. The ten characteristics reflected in the abovementioned article have been coined by Greenleaf (1977) and include:
Listening, empathy healing, awareness, persuasion, conceptualization, and
foresight, stewardship commitment to the growth of people and building
community.
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Servant Leadership 101: Servant Leadership Course
I also e-mailed them servant leadership 101; a lesson series that I have found
quite helpful and I thought it would be very helpful to the participants as well. These
lessons, produced by Lichtenwalner (2015), have been tailored to provide participants
with a better understanding of servant leadership with an understanding of the basic
concepts involved. The lesson series comprised of seven lessons. This is a synopsis of the
lessons shared with the participants.
Lesson 1
Lesson Title: “Unlearning what is wrong.” “The most important lesson lay not in
what I needed to learn but in what I needed to unlearn” (Jim Collins). In lesson one the
prevailing misconceptions of leadership is addressed. Lichtenwalner (2015) is clear that
leadership has been confused by society and perceived to be an achievement to be
reached instead of a commitment to serve. He posits that servant leadership is authentic
leadership and authentic leadership is servant leadership. The participants are thus aided
in understanding that servant leadership is not a style but the heart of the leader as he
contrasted servant leadership with situational leadership.
Lesson 2
Lesson title: “Flip your pyramid and make a circle.” “To change ourselves
effectively we first had to change our perceptions” (Stephen Covey). In this lesson the
author clarifies the age-old misapprehension of leadership as pyramid, since this connotes
a top down and hierarchical perspective. However, Lichtenwalner (2015) suggest that
contrarily servant leadership is about flipping or upending of the pyramid; suggesting that
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the servant leader serves all stakeholders while at the same time does not allow the
inmates to run the asylum.
Lesson 3
Lesson Title: “The acronym model.” “The first responsibility of a leader is to
define reality. The last is to say thank you. In between, the leader is a servant” (Max
DePree). In this lesson, Lichtenwalner (2015) distills from a myriad of servant leadership
concepts the acronym, S.E.R.V.A.N.T, which stands for the following:
Selfless: Here the author unabashedly purports that if one is not serving he or she
is not leading. This was a reminder for the participants that leadership is about self-denial
and putting the needs of those who are being served first. Empathetic: In order to lead
someone, it is important to see matters from his/her perspective; if one have not been
there then at least possessed the empathy to perceive other circumstances. Resolute: The
emphasis here is on having the resolve to be the best that one could be. Virtuous:
Character and integrity are in high demand these days. Hence, stakeholders are not
satisfied with leader’s capacity to fulfil the task but should rather represent what is best in
all of us. Authentic: Transparency about actions and intentions are important here.
Needful: The willingness to be open to suggestions from all stakeholders and fostering
continued improvement, as Collins (2001) citing Darwin Smith, “I never stopped trying
to become qualified for the job.” And, thorough servant leaders are thorough in their
work, they consider the long-term benefits and at the same time develop their associates
and avoid micromanaging.
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Lesson 4
Lesson Title: “A brief history of servant leadership.” “If I have seen further it is
by standing on the shoulders of giants” (Isaacs Newton). This lesson provided the
participants with insights into the historical development of servant leadership.
Lichtenwalner (2015) posits that while the concept of servant leadership is timeless, the
term was first coined in 1970. He acknowledged that it is virtually impossible to give a
comprehensive historical overview of servant leadership without writing a book.
Consequently, he outlined some of the most important events to influence servant
leadership thinking today. These include:
1000 BC -- King David (Israel): As an important figure for Jewish Christians and
Islam, David exemplified great humility and a commitment to meet the needs of his
people. 500 BC --Tao Te Ching by Lao Tzu (China): This Chinese text was to teach
people how they might live in harmony. Amongst its recommendations is “When the
leaders’ task is completed the people say we ourselves have achieved it. 350 BC -Arthashastra by Kauṭilya (India): His Indian text on leadership included many appeals on
servant leadership such as: “The king shall consider as good not what pleases him but
what pleases his people.” 30 AD -- Jesus of Nazareth (Judea) The origin of servant
leadership best examples includes Jesus washing His disciples feet as an example to be
copied by His followers (Mark 10:44, 45; Luke 22; John 13:15). Native-Americans: Dr
J. King’s study of leadership amongst the Native Americans reveal that from birth a child
is taught that service to others is the highest calling to which one could aspire.1932 AD -Journey to the East, by Hermann Hesse: This book inspired Robert Greenleaf to coin the
phrase Servant Leadership.
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1970 AD -- The Servant as Leader by Robert Greenleaf. The participants learned
about Greenleaf who after decades of serving at AT&T recognized that power leadership
is ineffective; thus, he coined the term servant leadership as the better way of leading
organizations. He posits that the servant leader is servant first.
Lesson 5
Lesson title: “Contemporary Examples of Servant Leadership.”
“It always seems impossible until it’s done” (Nelson Mandela). In this lesson the author
recapitulates the acronym SERVANT (Selfless, Empathetic, Resolute, Virtuous,
Authentic and Thorough) to thus draw examples of great contemporary servant leaders.
Lichtenwalner (2015) notes further, two mitigating circumstances in identifying these
servant leaders:
1. Behind the scene: They shun the lime light and are usually behind the scene
2. Work in process: They are not perfect they might still be making mistakes etc.
The following is a list of a few of our contemporary servant leaders:
1.

Max De Pree/Herman Miller: Established a rare culture for publicly held
companies.

2.

Herb Kelleher/Southwest Airlines.: Established a robust servant leadership
culture.

3. Tony Hsieh/Zappos.com. A clear leadership; with a mission to serve employees.
4.

Ken Melrose/Toro Company: The leader is ultimately responsible for the team
and result.
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Lesson 6
Lesson title: “Power & Opportunity of Digital Media.” “Leadership is influence.
That’s it. Nothing more. Nothing less” (John C. Maxwell). The participants have learned
through this lesson the tremendous benefits of social media in developing leadership
influence. Lichtenwalner (2015) insist that there is power and opportunity that comes to
servant leaders through digital media. He posits that the demand and awareness of the
servant leader would experience a boost. Employing the acronym model of servant
leadership (SERVANT) he shows how popular digital media tools enable servant leaders
to provide service to their stakeholders. These include:
1. Selfless: through social media many selfless leaders have been able to gain
awareness of suffering and thus intervene.
2. Empathetic: Since listening is critical to empathy the social media tools offers
many avenues to servant leaders to listen to stakeholders.
3. Resolute: Important to leader’s resolve is to follow-through and communicate;
the media serves as a platform for this; hence regularity shows some resolve in
communication
4. Virtuous: The virtue of the leader is spontaneously displayed on social media;
is he a family person, faithful church attendee etc.
5. Authentic: Social media could help leaders to authenticate their message and
thus eliminate or reduce stakeholder’s scepticism.
6. Nascent: Great leaders understand that the best ideas often come from frontline
associates; digital media is an excellent source of information.
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7. Thorough: Digital media enables the thorough principle for servant leaders
through foresight and follow-through.
Lesson 7
Title: “Wrap-up & Next Steps.” The main focus of this lesson was to explore
avenues for further growth and development as a servant leader. Lichtenwalner (2015)
presents some options such as: (a) Resources such as books on servant leadership and (b)
attending of servant leadership conferences. He further provided some options as to how
to embed servant leadership in an organization. Suggestions include:
1. Study groups
2. Public Speaking
3. Roll out Plan
These lessons served as a complimentary source to the seminars prepared for the
participants.
Servant Leadership Development Seminars
Besides the relevant information e-mailed to the participants; another salient
aspect of this servant leadership development model concerned, conducting of two 1 ½
hours seminars for the participants from the Admission, Records and Recruitment
Departments at the University of the Southern Caribbean. In retrospect, I really deem it
the hand of God that has moved both the authorizers as well as the participants to
voluntarily consent to be part of the project despite their very demanding work load.
The primary objective of the first seminar was to clarify some of the
misapprehensions and ambiguities as it concerns the understanding of what leadership is.
What is leadership?
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I made it very clear to the participants that leadership is not the planning,
budgeting and organizing; it is not style, in fact it is deeper than style, leadership is
substance it is about who we are instead of what we do. Hunter (2005) hence, as
Blanchard and Hodges posit, leadership is substance; it is about whom one is instead of
what one does, (Hunter, 2005) invariably, all participants were instructed that one’s
being, must precede one’s doing. (Blanchard & Hodges, 2005). Hunter (2012) insists that
leadership is to inspire people to action to be the best that they could be. It is about taking
an individual or a group of people to where they would not normally go on their own.
The ever-recurring question; are leaders born or made? I had to explain to the
participants that the question intimates that some view leadership as trait and others as
process. Peter Drucker’s classic answer, “there may be some born leaders but they are too
few for us to count on them.” He contends that leadership can and must be learned and is
available to 95% of the population. We discussed the notion that if leadership is a trait
then we are off the hook since it is only available to a special group with the right genetic
pool (Northouse, 2016). However, Participants were reminded that leadership is a learned
and acquired ability (Hunter, 2012) so we are on the hook and could therefore grow and
develop and get better; we can therefore raise our game and become better influencers.
Many years of studying leadership diligently has convinced Hunter (2005) that
leadership is: (a) Skill, (b) Influence, and (c) Character. His full definition is: “Leadership
is the skill of influencing people to enthusiastically work towards goals, which are
identified as for the common good, with character that inspires confidence.” We dealt
with these three areas individually.
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Firstly, we looked at leadership as a skill because it is a learned and acquired
ability available to 95% of the population. I cited Vince Lombardy who postulates that
leadership is made not born. This means we can become better at listening, showing
respect and appreciating people, valuing people, being more assertive rather than passive
(Hunter, 2005).
Secondly, we discussed leadership as being influence. Maxwell (2013) is clear
that leadership is influence nothing more nothing less. Northouse (2016) notes that
influence is the singua none of leadership. Blanchard (2002) notes that leadership is an
influence process. Max De Pree posits that leadership is serious meddling in other
people’s lives.
Thirdly, we placed quite a bit of emphasis on leadership as character because of
its extreme importance. Participants were reminded that leadership development is
synonymous with character development (Hunter, 2012). It was Aristotle who noted that
character is what we repeatedly do. I shared with the participants the Marine Core’s
definition of leadership which resonated with Hunter (2005), “The qualities of moral
character that enables the person to inspire a group of people successfully.” Charles
Spurgeon’s classic definition of character as cited by Hunter (2005) nailed it, “character
is the person you are in the dark when no one else is watching.” This brought home the
point to all participants that leadership is about who we are and not so much about what
we do.
Furthermore, our discussion encapsulated the difference between leadership and
management, another aspect in leadership development that needs to be clarified due to
the apparent misapprehensions; many use these two terms interchangeably. However,
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Maxwell (2013) nails it as he insists that management is at its best when things remain as
they are, however, leadership is about change and transformation and the facilitation of
growth. Table 1 depicts the difference between leadership and management.

Table 1
Compare and Contrast Leadership and Management
Leadership
a.

Management
a. Is science and an art

Is quality

b. Supplies realistic perspectives

b. Provides vision
c.
d.
e.
f.

Deals with concepts
Exercises faith
Seeks for effectiveness
Provides direction

c.
d.
e.
f.

Relates to function
Has to do with fact
Strives for efficiency.
Stresses coordination

I thought it important to also remind the participants of the two broad spectrums
of leadership. Hunter (2005) is on target, “we need to be reminded more than we need to
be instructed.” These two broad spectrums include:
1. Life role leadership
2. Organizational leadership
We also discussed the two types of leaders that pervade the leadership landscape. These
are:
1. Self-serving or driven leaders
2. The self-serving or driven leaders view their leadership title and position as a
right. They look out of the window when things are not right and blame
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everybody else, but look in the mirror when things are good and take the credit
(Blanchard & Hodges, 2005).
3. Servant Leaders or called leaders
4. Servant leaders or called leaders view their leadership position as a privilege.
They do just the opposite of that which the driven or self-serving leader does
(Blanchard & Hodges, 2005)
During the second seminar we zoomed in to specifically address the servant
leadership development principles. I have cited Liden et al. (2008) and Leiden et al.
(2014) as they identify three main components of a servant leadership model. These
include:
1. Antecedent Conditions
2. Servant Leaders Behavior
3. And Outcomes
The antecedent conditions that are impactful on servant leadership we discussed
are as follows: (a) Context and culture, (b) Leaders attribute, and (c) Followers’
receptivity. Northouse (2016) provides detailed information on each antecedent condition
presented. It was critical to enlighten the participants on why servant leadership is the
future. The three reasons as Northouse (2016) captured are:
1. Generation X: Distrust of corporation and demand service from themselves and
those they support.
2. Trust demanded: Transparency and candour is in demand everywhere.
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3. Me first is last: Frankly more people are sick of the self-promoting antagonist
of yester-year. Being all about me and my career is not only antiquated its offensive.
People want to be inspired not commanded.
Prior to discussing the servant leaders’ behaviour, we observed a myriad of
companies and organizations that are currently practicing servant leadership. I even made
a slide of a company that has a sign “servant leaders wanted.”
Furthermore, the most salient aspect of this second seminar was the discussion on
the servant leadership behaviours. We first perused the seven-character qualities of the
servant leader as posited by Hunter (2005). They are pivotal because they are instructive
in regard to what servant leadership behaviours look like. These include:
1. Self-control: also referred to as impulse control it is needed since people do not
respond to toxic leaders.
2. Kindness: To give attention appreciation and encouragement to people it is
about common courtesy.
3. Humility: Great servant leaders are comfortable in their own skin. Humility is
not thinking less about your-self, humility is thinking about your-self less.
4.

Selflessness: It’s about subordinating your needs and wants for the sake of

those under your care.
5.

Forgiveness: Servant leaders deal with people and move on to a new day.
Gandhi refers to it as the mother of all virtues.

6. Honesty: To be free from deceptive behaviour.
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7. Commitment: Effective servant leaders are not just involved they are
committed; they are willing to raise their game by putting into practice all the
principles of servant leadership.
Regarding the seven-character qualities; I encouraged the participants to replicate
them within their departments as they interacted with both colleagues and customers.
Furthermore, we considered a statement Wong (2007) made, describing servant
leadership as being characterized as a desire to serve and empower followers and the
belief that the best way to achieve organizational goals is through developing the
potential of workers.
I have stressed during the seminar that in addition to inculcating the abovementioned characteristics; servant leaders are to think positively about their people
(Bachelder, 2015). We contrasted the theory X of management that views workers as
essentially lazy as oppose to the theory Y that recognizes that workers are self-motivated,
responsible, and intrinsically desire to achieve (Northouse, 2016).
I showed a YouTube video as part of the seminar: Colleen Barret, president of
Southwest Airlines was being interviewed. She alluded to the way that Southwest
Airlines conducts its business; she noted that they spent most of their time (86%) catering
to the needs of their employees, which she called proactive customer service. Quite
remarkably, she attested to Southwest Airlines building their pyramid differently; they
up-end or turn it upside down. She notes that at the top of their pyramid in terms of
priority is its employees and delivering to them proactive service. Figure 1 illustrates the
up-ended pyramid.
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Figure 1. Inverted pyramid model.

Another critical aspect of the seminar that we discussed were the 10
characteristics of servant leadership as reflected in Table 2. I reminded the participants of
the impact and that since leadership is a skill; all could develop these characteristics. The
understanding that leadership is not a trait but a process presents an encouraging
prospect; we are a work in process.

Table 2
Characteristics of Servant Leadership
Ten (10) Characteristics of Servant-Leadership
Listening

Conceptualization

Empathy

Foresight

Healing
Awareness

Stewardship
Commitment to People Growth

Persuation

Building Community

A brief description of each of these characteristics (Spears, 2003).
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1. Listening: The servant leader will reinforce these skills by a deep commitment
to listen intently to others. He or she seeks to listen receptively to what is being
said (and not said!)
2. Empathy: People need to be accepted and recognized for their special and
unique spirit.
3. Healing: Servant-leaders recognize that they have an opportunity to help make
whole those with whom they come into contact
4. Awareness: Awareness helps one in understanding issues involving ethics,
power, and values.
5. Persuasion: The servant leader seeks to convince others rather than coerce
compliance.
6. Conceptualization: Dream great dreams and think beyond the day-to-day
realities.
7. Foresight: Lessons from the past, the realities of the present and consequence
of the decisions for the future.
8. Stewardship: Holding something in trust for another. Making a positive
difference in the future is characteristic of the stewardship mentality.
9. Commitment to the growth of the people: People must be considered as
valuable.
10. Building Community: True community can be created by connecting and
networking.
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I pointed out to the participants that as a consequence of replicating the 10
characteristics and other servant leadership principles; the outcomes will be favorable.
We discussed the following outcomes as Northouse (2016) articulated:
1. Follower performance and growth
For follower’s performance, I highlighted Northouse (2016), who firmly
believes that greater self-actualized followers can be expected. Followers are
more likely to attain to their full potential when they are nurtured, given more
control and helped in achieving their potential goals. Secondly, Muerer, Liden,
Wayne, and Henderson (2011) are clear that the in-role performance of the
follower would be favorably impacted and employee’s engagement is also
positively affected (Gargiulo, 2011)
2. Organizational performance
We considered the fact that in addition to the followers the organization also
experiences positive outcomes such as: Greater team effectiveness (Liden,
2011). Employees organizational citizenship beahviour (OCB) improves
(Ehrhart, 2004). I cited Ebener and O’Connell who posit that this study
contributes to an understanding of organizational effectiveness by suggesting
how leaders might foster the growth and development of others, build servantoriented organizations, and improve overall organizational performance.
3. Social impact
In this regard, I have alluded to Greenleaf (1970) who highlighted that the
central goal of servant leadership is to create healthy organizations that nurture
individual growth; strengthen organizational performance, and in the end
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produce a positive impact on society. Northouse (2016) referred to Mother
Theresa whose impact on society has been astounding.
Personal Pre and Post Leadership Self-assessment
A personal pre and post leadership self-assessment from Hunter (2005) was
conducted. This instrument comprised of 27 specific leadership questions that are tailored
to aid the participants in discovering how they are doing as servant leaders, in the four
leadership arenas: Self-leadership, one on one leadership, Team leadership and
organizational leadership (Blanchard & Hodges, 2005).
Participants were provided with a number for the purpose of preservation of
anonymity. Prior to the first presentation all were asked to pull a number and were
encouraged not to divulge such to any one; their numbers instead of their names had to be
placed on the assessment form.
The scale did not provide any neutral option but insisted on participants taking a
stand as to where they perceive themselves to be. Hence, the following options were
included: they evaluated themselves on a number scale 1-4 as reflected below:
Scale: 4 = Strongly Agree

3 = Agree

2 = Disagree

1 = Strongly Disagree. As

noticed there is no C or average score option.
In chapter 6 we will be analysing the data of the findings or results from these preand post-leadership self- assessments. A comparative study was conducted so as to
establish any progress in their self-perception subsequent to the intervention. Thus, the
effectiveness of the intervention was identified. Proverbs 23:7 as the bible says, “As a man
thinks in his heart so is he” (KJV). Another version reads, “For as he thinks within himself,
so he is” (ISV). We have assessed the findings form the pre- and post-leadership self108

assessment. These instruments when analysed provided us with a window into the
participant’s self-perceptive paradigm of their personal development as servant leaders.
It is noteworthy that while the first assessment was conducted prior to the first
seminar, the second was done about a month after the second.
Motivational Strategy
As motivational strategy participants were placed into two groups which
comprised of about four to five persons each. The intention of this exercise was to
engender mutual encouragement, so as to put the servant leadership principles imbibed
into practice as well as to enhance team work--cohesiveness. Symbols stimulate action as
noted by Bolman and Deal (2008).
At the end of the second seminar we decided on the composition of the two
groups as well as the task at hand; since we had formulated only two groups and had
come to a general consensus concerning the two motivational gems, the groups decided
on a motivational chant and a written statement. They had the prerogative to choose their
leader and organized a schedule for their meeting to put their respective gems together.
However, after that second seminar, about a month later (July 7) we agreed to
come together to have the group’s report on their gems. The five participants from the
Records section presented first followed by the four participants of the Admissions
sections which includes the Recruitment department as well. The meeting which started
at 2:30p.m and lasted for about twenty minutes. I was intrigued by both groups as they
exhibited team spirit and collaboration.
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Interviews
As proposed, I have scheduled and conducted interviews with seven of the nine
participants that were available. As noted in the IRB protocol participants were to also
participate on an informed and voluntary basis. To aid in expediting the interview
process; I forwarded the interview questions to all the participants giving them a “heads
up” and thus afforded them the opportunity to formulate their answers in advance.
There were originally seven questions to which I added one which I called a
bonus question; it was to measure the participant’s feedback on the information e-mailed
to them as well as their involvement in putting their motivational gem together. I
scheduled the meetings with the participants on an individual basis at their convenience
and at the venue of preference. Only two of them I met in an empty classroom and the
others were in their office space.
Each meeting lasted for about twenty to thirty minutes and yielded some
interesting results. The feedback was timely and helped me to understand and appreciate
the participants better. It provided an avenue for close interaction and eye to eye
conversation. All participants have signed the informed consent prior to answering the
questions.
The following is a list of the interview questions that were presented to the
participants:
1. What is your understanding of the correlation between servant leadership and
(a) internal as well as (b) external customer satisfaction?
2.

How helpful has the implementation of this project been to your personal
development?
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a) Very helpful (b) marginally helpful or (c) Not at all helpful (d) other.
3. What are the changes you have noticed in your appreciation and personal
implementation of servant leadership in your department?
4. As a consequence of this project how do you relate differently to customers,
colleges, subordinates and superiors?
5. Briefly state what you are doing differently now than before you were exposed
to this servant leadership development project.
6. In your estimation what difference has the servant leadership development
model made in improving both internal as well as external customer
satisfaction?
(a) Much (b) A little (c) none at all (d) other.
7. What is your recommendation as it concerns the implementation of this project
in other departments within this University?
8. Bonus Q: How have you benefited from the servant leadership information/
lessons e-mailed to you, and form participating in putting the motivational gem
together?
Summary
The narrative of the project implementation has unearthed that this project could
never have been implemented without the support of others. The saying certainly holds
true that success has many partners; key factor in leadership development is relationship
building. Hunter (2005) elucidates, that life business is a series of relationships; if one
cannot manage relationships he or she probably cannot do leadership, because leadership
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is all about relationship. He posits further that good relationships means good business;
bad relationships spell bad business.
The buying-in from frontline managers of the respective departments validates the
aforementioned. Their concurrence and support were indispensable to take this project to
the next level of procuring the voluntary consent of the employees of the Admission,
Records and Recruitment Departments.
The pre-and post-customer satisfaction surveys were pivotal in measuring the
impact of the intervention. Thus, by following proper procedure in sync with the IRB
protocol the requisite empirical evidence could have been obtained. This was
accomplished by the intervention that included: The e-mailing of relevant materials on
servant leadership to the participants; the servant leadership101 course, the two, 1 ½
hours seminars.
The personal leadership self-assessment provided a window into the selfperception of the participants of how they are doing as servant leaders. This engenders
positive self-talk which could be a powerful motivational tool, in addition to the
motivational strategy which was certainly complimentary.
Finally, as I conducted the interviews, I had the privilege of interfacing with the
participants on a one on one basis and developed a better understanding of the impact of
the intervention. Getting that direct feedback from the participants has been quite helpful
particularly in terms of future research and approach.

112

CHAPTER 6
EVALUATION AND LEARNING
Summary of Project Manuscript
This project sought to train and equip workers of the Admissions, Records and
Recruitment departments to serve their customers as servant leaders. It concerns an
intervention strategy for the implementation of a servant leadership development model
in the above-mentioned departments. This servant leadership development model went
through the following three phases: Phase one involved appraising and procuring the
consent and go ahead from front line management (vice-presidents and directors). Phase
two involved the recruitment process; voluntarily enlisting of participants that were part
of the intervention strategy. Participants signed the voluntary consent forms and thus
confirmed their understanding of what was expected of them as participants of this
servant leadership development model. Finally, phase three encapsulated the intervention
strategy. It comprised: the servant leadership seminars and dissemination of relevant
information on servant leadership to augment seminars content, including the Servant
Leadership 101 lesson series (a series that consist of seven lessons). This lesson series
formed the nucleus of supplementary information shared via e-mail with all participants.
All information was intentionally tailored for reflection, reinforcement, and replication of
the servant leadership principles in the above-mentioned offices. Moreover, during this
phase the motivational strategy to stimulate perpetual practicing of the servant leadership
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principles was conducted. Participants were divided into two groups and assigned the
task of developing either a written statement or a chant that would motivate participants
to apply what they have learned. Additionally, participating in the small group project to
develop a chant or a written statement is considered a motivational strategy (Bolman &
Deal, 2008). The objective was to enhance mutual encouragement and motivation
amongst the participants, to exemplify servant leadership within the departments.
Furthermore, an intervention and its evaluation was designed to ascertain the
overall effectiveness of the project implementation. A four-way method of evaluation
was obtained: One, Surveys, (pre- and post-customer satisfaction surveys which
unearthed customers’ perception of the service rendered). Two, Leadership Selfassessment (Pre and post) thus participants were afforded the opportunity to depict their
self-perception relative to their personal development as servant leaders. Three, seminars’
evaluation to determine the effectiveness of the learning process, and four, interviews,
these one on one interviews with seven of the participants were intentionally done to
uncover the impact of the intervention from their vantage point.
Description of Methods to Evaluate
the Intervention
Baseline information was established through a pre-customer satisfaction survey
conducted before the intervention. This was followed by a pre-intervention personal
leadership self-assessment administered to all participants. Methods used to evaluate the
intervention (impact evaluation) were the post customer satisfaction surveys so as to
determine the impact of the evaluation. Furthermore, both seminars were intentionally
evaluated to gain participants feedback on the learning encounter; establishing from their
vantage point their likes and dislikes. Moreover, an interview was specifically tailored on
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a one-on-one basis within their personal work environment, to obtain participants overall
assessment of the servant leadership intervention strategy. The interview determined, in
addition to their personal understanding and appreciation of servant leadership, the
impact of the supplementary, seven servant leadership lessons were emailed to them, as
well as the motivational strategy (chant, written statement or song). It must be noted
however, that the instruments employed with the methods used to evaluate the data
(Chapter 5) of the intervention comprised a mix-method approach. This method has been
defined as follows:
The mixing of data is a unique aspect of our definition. By mixing the datasets, the
researcher provides a better understanding of the problem than if either dataset had
been used alone… ‘Mixed methods’ research is a research design with philosophical
assumptions as well as methods of inquiry. As a methodology, it involves
philosophical assumptions that guide the direction of the collection and analysis of
data and the mixture of qualitative and quantitative approaches in many phases in the
research process. As a method, it focuses on collecting, analysing, and mixing both
quantitative and qualitative data in a single study or series of studies. Its central
premise is that the use of quantitative and qualitative approaches in combination
provides a better understanding of research problems than either approach alone.
(Creswell, 2006, pp. 5, 7)
In addition to Creswell’s (2006) definition, the assertion suggests that the major
areas of inquiry should not be studied exclusively employing only one form of research
(Terrell, 2012). As Creswell, postulated in his definition, the mixed method could be
employed in a single study or a series of studies. However, in this instance it concerns a
single study, to arrive at a comprehensive outlook. In concurrence, both the qualitative as
well as quantitative methods have been used in the collection, assessment and evaluation
of the data to determine the effectiveness of the intervention. As reflected in chapters 4 and
5, the quantitative methods employed included surveys to ascertain customers’ satisfaction
in the pre-and post-interventions; evaluation of the seminars was for the larger part
quantitative but included some qualitative elements as well. Furthermore, the evaluation of
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participants’ personal assessment of where they perceive themselves in their development
as servant leaders was primarily quantitative but also included some qualitative aspects.
However, the interviews were predominantly qualitative by nature and functioned in
tandem with the other data collection and evaluation methods to ascertain the effectiveness
of the intervention.
Interpretation of Data
What follows, is a careful, systematic and comprehensive analysis of all the data
collected during the course of the servant leadership development project intervention.
Interviews
Salient to the qualitative method of data collection were individual interviews
(face to face). Pyrczak (2008) alludes to interviews as one of the pivotal examples of
qualitative method of data collection. Seven participants were involved in the one on one
interview which transpired about a month after the second seminar. The interview
questions were intentionally tailored to obtain empirical evidence regarding the impact of
the intervention. The transcribed responses from participants that were interviewed
unearthed four themes: (See Appendix J for interview questions) as follows:
The first theme relative to participant’s comprehension of servant leadership as
concerns both internal as well as external customer satisfaction (Interview questions 1, 2).
The second theme identified participants’ changed behaviour resulting from the project
implementation. (Interview questions 3, 4, 5, and 6). The third theme involved
participants’ recommendations of the project to other stakeholders within the University
(Interview question, 7) and the fourth theme was about the relevance of the
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supplementary materials e-mailed to the participants and the motivational strategy.
(Interview question, 8).
The responses from the interviewed participants corroborated that the
understanding of servant leadership (Theme 1) is crucial, so as to achieve internal and
external customer satisfaction. One of the participants for instance, noted quite
profoundly,
Servant leadership is Christianity in action, and it is such regardless of how you feel.
It is not about me but about those I am responsible for. Not everybody will be the
peaches of the day, but I must make sure I am. A proper Customer relation is the
consistent treatment of both internal as well as external customers. (Interviewee # 1,
2016).
Other responses are included in the appendix J.
Another participant concurred, “Yes, the correlation is very real in that as I am no
longer nonchalant or abrupt even dismissive in my relations to colleagues it has a direct
impact on the customers as well” (Interviewee # 4, 2016).
Regarding changed behaviour (Theme 2), which is the second theme, the
interviews revealed that all participants reported at least some basic measure of changed
behaviour at this point in replicating servant leadership within their departments. This
confirms that the intervention did not only increase understanding, but also influenced
changed behaviour. The first respondent noted, “I try my best to put others needs before
my own. I am not a slave leader but rather a servant leader. I am not meeting wants but
needs so I am still working on how to say “no” when needed” (Interviewee # 3, 2016).
However, another participant postulated,
I am trying to apply as I mentioned before the definition of what a SERVANT is. I
consider myself to be a people person and I try my best meet the needs of the students
and my fellow employees but now I find myself going a little further in ensuring how
best I can make the issues being experienced disappear. (Interviewee # 7, 2016).
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The previous two responses are included in this section, while the others which
are in concurrence are placed in the appendix.
The intervention has not only raised awareness and improved understanding but
also a desire for a change in behavior among the participants (see Appendix).
Furthermore, the third theme identified recommendations of the project
intervention to other stakeholders within the University. From the seven participants
interviewed, only six responded. All the six participants expressed the need for other
departments to benefit from the content of the present servant leadership development
project. One participant posited,
I recommend that those who did not attend be given another chance to benefit and
contribute to the presentation and maybe invite other departments as well. It was fun
and informative, and I am quite pleased with what was presented and I it is a
continuous project striving to be the best at servant leadership. I learned quite a bit.
(Interviewee # 7, 2016)
Another participant maintained, “I believe that it should be part of our
colloquium exercise; we need to be constantly reminded of this information”
(Interviewee # 4, 2016).
In this, Hunter (2005) is quite helpful as he posits that one ought to be ever
reminded of this information which cannot be heard once and fully grasped. The other
respondents posit that disseminating information about servant leadership to the entire
cartography of stakeholders is needed for collective and coherent development and
enhances the quality of service rendered to internal as well as external customers.
The fourth and final theme, highlighted the relevance and usefulness of the
supplementary materials e-mailed to the participants. All the seven participants
interviewed concurred that the supplementary information provided was useful and
relevant. One of the participants posited that the, “Information received was very
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relevant. It was in sync with the overall study and complementary. The motivational had
a positive impact on team work and motivation of the team” (Interviewee # 3, 2016).
Another participant confirmed that it was very helpful:
I have thus learned more of the different dynamics of servant leadership. I have
gotten some insight into the academic world as it concerns research on servant
leadership. It has changed my perspective in regard to the subject. Concerning the
motivational I must say that the participants were excited about it. While it was a
challenge at first to find the time to come together when we were able to meet it
proved a tremendous blessing to all. (Interviewee # 6, 2016) (For more responses see
the Appendix J)
It must be noted, however, that while the interviews sought to ascertain participants’
concept of the impact of the intervention; the leadership self-assessment set out to
elucidate participants’ self-perception as servant leaders.
Leadership Self-assessment
The leadership self-assessment served as a matrix to determine the self-perception
of all participants in terms of where they were in their personal development as servant
leaders.
Dyer (2001, para. 3) sheds some light on the importance of self-assessment in
education,
Teachers need to empower their students and give them a leading role in their own
education. It’s no doubt that most students are their own biggest critics and that’s
okay; focusing that lens that can have fantastic results. By engaging in the process of
thinking about and assessing their own work, they act on the evidence of their own
learning and take responsibility for it.
Students who engage in these activities are more likely to develop internal
attributions, a feeling of empowerment, and a sense of autonomy. These are the same
attributes that empower us as adults in our own work.
Within the frame work of Dyer’s concept, we will examine the findings the
leadership assessment has generated. Let us examine the three themes under
consideration here:
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Theme 1, Servant Leadership Qualities
Every Participant Possesses
The second theme, some of the servant leadership qualities they are deficient in
and theme 3, some of the Servant leadership qualities that fluctuate. A comprehensive
assessment of the data; the 25 quantitative segments of the leadership self-assessment
survey has yielded some interesting results.
Theme 1: Servant Leadership Qualities
all Participants have in Common
A comprehensive analysis of the procured leadership self-assessment data
indicates that all of the nine participants agree that they possess 11 of the 25 servant
leadership behaviors reflected in the instrument. In other words, for both the pre and post
assessment there is 100% agreement that they give appreciation and encouragement to
others; they listen well; treat others respectfully, show patience and self-control and give
credit where it is due. Further, they possess the requisite technical skills to do the job;
they can be trusted, --not punishing or embarrassing others publicly; they set high goals
and are not over controlling and domineering.
Theme 2: Some of the Servant Leadership
Qualities in Which They are Deficient
Conversely, the nine participants perceive themselves somewhat deficient in two
of the 25 servant-leadership behaviors. In other words, these are the two servant
leadership behaviors some confess they need to work on improving. The first is, holding
people accountable with the standards that have been set. Hunter (2012) identifies this as
the number one deficiency in all of corporate America. A statistically insignificant
decline of 11.1% is detected; from 100% pre-first seminar declining to 88.9% (N=9) post

120

second seminar. However, the second deficiency some of the participant agreed to is,
meeting legitimate needs as supposed to wants of others. Collected data elucidates
another minimal decline of 2% from 90.9% pre-fist seminar to 88.9% post-second
seminar (N=9).
Theme 3: Some of the Servant Leadership
Qualities That Have Revealed an Increase
Proper data analysis depicts that the nine participants reported an increase in nine
of the 25 servant leadership behaviors outlined. Foremost is, I do not engage in
backstabbing others; this qualifies as the only statistically significant decline from 90.9%
pre-first seminar to a decline of 55.6% post-second seminar (N=9). This means that a
decline 35.3% of participants acknowledged that they have ceased to engage in this antiservant leadership behavior after the second seminar; which in essence is an increase and
certainly speaks favorably to the effectiveness of the intervention. The five servant
leadership behaviors participants reveal an increase between 16 and 19% (N=9); they are,
confronting people with problems as they arise; they clarify job expectations- coaching
and counseling those under their care to achieve goal compliance. Moreover, the ability
to forgive and not hold grudges as well as being fear and consistent and also lead by
example. Please note that subordinates here could mean student workers as well - it
reveals participants’ self-determination to extend themselves to others; understanding that
when one assumes the role of leader, it is no longer about them but about those entrusted
to their care, (Collins, 2001; Autry, 2004; Spears & Lawrence, 2004; Hunter, 2004; 2012)
(See Appendix for other statements).
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What are my Greatest Leadership
Skills and Strength?
Furthermore, participants’ transcribed responses relative to what they perceived to
be their greatest leadership strength confirms improved understanding of servant
leadership as well as infer changed behavior. Let us examine the first three responses
from the first and second self-assessments. First participant alluded to, acceptance of
others, understanding, holding others accountable and giving encouragement. The second
noted, “I am a cooperative leader who seeks the input of my subordinates for every step
of the decision-making process- democracy for me is key” and the third posited, “I
believe that I communicate well. I also lay the foundation for the success of others.”
There is a clear alignment with the post-test responses as it relates to the improved
understanding and at least professed changed behaviour. Regarding the second test, the
first participant claimed, “the ability to relate to everyone and still get the task at hand
completed” – the most needed balance between task and relationship (Hunter 2012);
(Blanchard & Hodges, 2005). The second succinctly attest to being approachable and
exhibits good Communication skills; the third participant maintains, “I am focused and
determined my willingness to see others succeed as much as I do myself; helps everyone
achieve their intended outcomes” (See appendix for other responses).
What Leadership Skills I Need
to Work on Improve?
The collated data included participants’ acquiescence of leadership skills they
need to develop. Emerging from the first and second self-assessment are the following
last three responses: Firstly, participant 7, admits that improvement is needed in, “My
willingness or ability to accept that everyone may not be able/willing to give as great an
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effort as I do in accomplishing specific tasks. Moreover, participant 8 insists on the need
to stop micro managing. Whereas, participant 9 tagged patience as the leadership skill to
work on improving. However, participant 7 from the second self-assessment considers
patience, accountability and dependability skill to improve. The need to setting high goals
for workers and monitoring achievements is the leadership skill participant eight desires
to develop. Finally, participant 9 allude to teaching others as the perceived leadership
skill up for improvement. However, it is not the individual scores that matters, but rather
their engagement in the process and feeling empowered. Consequently, participants are
more likely to take responsibility and behave in consort with the emerging evidence from
the learning experience (Dyer, n.d.).
In addition to the leadership self-assessment, participants’ feedback was also
obtained through a seminar evaluation
Results of the Seminar Evaluation
Another essential aspect in the triangulation process of data analyses in this study
are the seminar evaluations. To begin, a careful and comprehensive analyse of the first 11
statements can be placed in two themes:
Theme one, Statements all
Participants Report Agreement
Theme One, the statements all participants indicate 100% agreement for both the
first and the second seminar. These are: A clear articulation of Seminar Goals; in a
Suitable facility; well-organized proceedings; appropriate and informative presentations;
logically presented topics; questions and concerns were also adequately addressed, and
opportunities for involvement.
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Statements With Fluctuating Outcomes
There are four of the eleven statements with some statistically insignificant
fluctuations. For Seminar 1, 100% agreed that materials were adequately provided;
however, seminar 2 shows that 87.5% agreed; this represents a decline of 12.5% (N=8).
Concerning, the facilitator being articulate and knowledgeable; 100% said yes at seminar
1 compared to 87.5 % for seminar2, a decline of 12.5% (N=8). Furthermore, regarding
the benefits of mutual interactions, seminar 1 indicates that 87.5% of participants agree,
whereas seminar 2 shows an agreement of 100%- an increase of 12.5% (N=8). Finally,
examining whether “the goals of the seminar were achieved” for Seminar one 87.5%
agreed while seminar two depicts 100% of participants agreed that the goals of the
seminar were achieved- this represents a marginal increase of 12.5% (N=8).
What was the Most Effective and Interesting
Aspect of the Seminar?
Interesting results emerged after analysing transcribed data of participants’
concept of the most interesting aspect of the seminar. Relative to seminar 1, participants’
responses were as follows, Participant # 1 noted, “clarification of the meaning of servant
leadership.” While Participant # 2, 2016 alluded to, “the presenter’s use of real life
experiences to clarify the concepts.” Followed by, “The simplicity and effectiveness of
the seminar” (Participant # 6, 2016). I have also decided to include Participant # 5, 2016
comments that, “The presenter was considered articulate and engaging.” The responses
unearthed the degree of effectiveness of the learning process and the participants’
engagement in the process. The responses certainly added value to the relevance of this
servant leadership development model.
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However, the responses to seminar 2 were as followed: Participant # 1, 2016 was
enlightened concerning, “the relationship between Christianity and leadership.”
Participant # 3, 2016 on the other hand, was intrigued by “the wide range of companies
and businesses that practice servant leadership.” Whereas, Participant # 5, 2016
highlighted, “the enthusiasm of the presenter.” It is noteworthy, however, that participant
#7, 2016 referred to, “the logical steps that indicated that everyone can become a servant
leader, the one thing society needs most.”
Types of Sessions Desired
Responses to the type of session’s participants would like? I examined responses
that are directly related to servant leadership; both sessions one and two elucidate
participants’ desire relative to practicing servant leadership. After seminar 1, Participant
#2, 2016 noted, building of team morale as a leader and seminar 2, participant # 1,
studying of Universities that practice servant leadership. Interestingly, participant # 6
noted the use of components of Servant Leadership to govern staff, faculty, students and
customers.
Other Aspects of the Seminar
to be Improved
Participants suggestions regarding other aspects of seminar to be improved;
uncovers that for seminar 1 and 2 participants articulated the need for added interaction -more time for questions and answers. There have also been suggestions, to disseminate
this information amongst the wider cross section of stakeholders within the University.
The responses infer participants’ level of engagement, and their appreciation of the
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servant leadership model as the way forward. Let us therefore consider the results of pre
and post customer satisfaction surveys.
Pre and Post Customer Satisfaction Survey
Salient to this process of data analyses were the pre and post customer satisfaction
surveys. Two independent samples were used. A total of 55 customers participated in the
pre-customer satisfaction survey while 39 participated in the post. Two kinds of analyses
were done for this research project some quantitative and some qualitative. For the
qualitative assessment was made of some items of the questionnaires. These questions
were numerically coded quantitatively and entered into the SPSS program and a number
of statistical test, quantitative analyses were done to assess the impact of the intervention.
The rationale for the two independent samples is to ensure a more robust outcome
of the data analysis and to eliminate the possibility of participants thinking through their
answers due to previous exposure to the document.
Proper analyses of the collected data necessitated a comprehensive approach to
evaluating both the quantitative and the qualitative aspect of the collected data. Emerging
from the data are the following five themes: The first theme, identified ccustomers
perception of the quality of service rendered. The second theme highlighted the character
qualities of customer service employee; while the third theme, focussed on the
competency of customer service employee. Customer turnover was the fourth theme and
the Fifth and final theme encapsulated some of the customers’ general comments.
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Theme one: Customers’ Perception
of Service Quality
A vital component of the data analyses process was to obtain empirical evidence
relative to customer’s view of the service quality. A comprehensive and objective
assessment of the collected data reveals that customer’s perception of the service quality
has fluctuated; a marginal dissatisfaction is depicted in four items. However, let’s
highlight the two highest; firstly, as it regards the level of service received, pre-test show
5.5% dissatisfaction while the post-tests reveal 12.8% (N=55/39). Secondly, in the pretest 7, 8% of customers noted their disagreement that they were promptly and correctly
transferred; the post-test shows an increase of 21.6% (N=55/N=39).
Contrarily, there is also a slight increase in customer’s satisfaction with the
service quality from the same vantage point. The two highest percentages are, one the
level of service received indicates that 43.6% in the pre-test and 46.2% post-test are
satisfied (N=55/39). Furthermore, in the pre-test there were 13.5% of customers who
concur that their call was promptly and efficiently handled while the post-test showed an
increase of 28.2% (N=55/39).
Customers’ transcribed data regarding what stood out about the service
experience, elucidates that the responses were for the most part positive. The post-test for
instance comprised 20 customers’ responses, of which three agreed that the staffs were
very helpful; another three corroborated regarding the friendliness of the staff, and two
concurred that the staffs were efficient. Both the pre and post-test included some
commendations as well as some suggestions for improvement. The responses establish
that the goal is not arrival but rather continuous improvement.
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Theme two: Character Qualities
of Customer Service Employee
Leadership is character in action (Hunter, 2012, citing Bennis) (Autry, 2001). The
second theme highlights the character qualities of the customer service employee which
encapsulates the most compelling aspect of leadership development. Customers’
evaluation of the attitude and general demeanour of the employee reveals that, the
customers who somewhat disagreed manifested a slight increase of 3.2% (7.3% pre-test
to 10.5% post-test) N=55/39. Contrarily, the respondents who somewhat agree; reveal an
increase of 8.7% (25.5% pre-test to 34.2% post-test), N=55/39.
Pertaining to the attributes that customers identified as the ones that employees
possessed most; I have opted to gage the scores relative to the three core servant
leadership qualities: Good Listener, patience, and respect (Spears & Lawrence, 2004;
Autry, 2004; Greenleaf, 1997; Hunter, 2012) As it pertains to good listener (18.2% pretest and 27.0% post-test) a minimal increase of 8.8%. Concerning patience (20.0% pretest and 35.1% post-test) a marginal increase of 15.1% and respectful and willing to
assist; the responses uncover (0.0% pre-test and 2.7% post) another insignificant
improvement which corroborates with the previous results; though statistically
insignificant, it indicates some measure of improvement from the customers vantage
point as it pertains to employees displaying the above noted servant leadership qualities.
Furthermore, analysing results on “any two areas that annoyed or peeved you
about the customer service employee”? It’s noteworthy that most respondents choose “no
qualities bothered me” -- (pre-test 48.1% and post-test 67.6%) a minimal improvement of
19, 5% (N=55/39). The second highest score was the customers service representatives
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being un-friendly (8.3% pre-test and 42.9% post-test) an increase of 34.6% is observed
(N=55/39).
Theme Three: Competency of Customer
Service Employee 10, 11 and 15
Servant leadership is not about giving a salary to the inmates; it is rather a healthy
balance between task and relationship (Hunter, 2012) However, it’s a reasonable
expectation of customers, that customer service representatives develop the requisite
competencies in order to provide quality customer care. Firstly, finding the customer
service employee well informed yielded a marginal decrease in respondents who strongly
agreed (27.8% pre-test and 18.4% post-test) (N=55/39). Remarkably, an insignificant
decrease is also observed for respondents who strongly dis-agreed with that statement
(13.0% Pre-test and 10.3% post-test) (N=55/39).
Furthermore, customers’ evaluation of the customer service employee concerned
their choice of one or more of the nine available options. Customer service employee
needs no improvement, gained the highest percentage namely (Pre-test 50.0% while posttest read 57.1%) a minimal increase of 7.1% (N=55/39) of customers who perceived that
no improvement was needed. However, the three other noteworthy options are: (a) Gave
wrong information ( Pre-test 13.5% and post-test 8.6%) a marginal decrease of 4.9%
customers who agreed with statement one(N=55/39) . (b) Gave unclear answers (Pre-test
13.5% and post-test 11.4%) a statistically insignificant decrease of 2.1% (N=55/39). (c)
Could not solve my problem (pre-test 13.5% and post-test 5.7%) another marginal
decrease of 7.8% (N=55/39).
Interesting to note, however, is that only in the first option, no improvement
needed, we identify a percentage increase; the three other options depicted a percentage
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decrease of poor customer care; even though statistically insignificant, the results seems
to speak positively to the impact of the intervention.
Emerging results from question 15, recommendation for further training, reveals
that at the (pre-test 62.7% said yes and 37.3% said no). The post-test shows 73.7% of
customers said yes to further training while 26.3% disagreed. It is striking that both the
pre- and post-test depict that more customers concur that further training is needed for
employees. This is consistent with the aforementioned, that not arrival but continuous
improvement is considered the goal.
Theme Four: Customer Turnover
The fourth theme, customer turnover is approached from two view points; one,
the efficiency of the service rendered and two, customers’ choice to change institution.
The first view point assessed customers perception of their waiting time; in the pre-test
25.0% strongly agreed that the time they had to wait was acceptable; whereas in the posttest 28.9% strongly agreed. However, concerning the likelihood of choosing another
institution; 17.8% noted not likely in the pre-test and 18.4% during the post-test
(N=55/39). Additional results show that, 52.9% agreed that they are more likely to stay in
the pre-test as supposed to 31.6% in the post-test.
Theme Five: Customers’ General Comments
Listening is the first skill of the servant leader (Spears & Lawrence, 2004). Thus,
allowing customers to articulate their general comment on the service quality is
necessary. The emerging data indicates that the transcribed and collated comments from
the customers depicted a balance between satisfaction with the service experience as well
as comments that indicate a need for improvement when they attended the respective
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offices (Admissions, Records and Recruitment). An objective assessment of some of the
post-test general comments- one customer noted, “Keep up the good customer friendly
atmosphere, that’s what we need at USC.” Another urges that, “they can be more
enthusiastic when responding and smile more.” One striking respond in the post-test is,
“The treatment was excellent but there is always room for improvement” Finally, another
customer unequivocally entreated for better communication.
Conclusions Drawn From the Data
The implementation of the servant leadership development project for workers at
the Admission Records and recruitment department, based on their learning experience;
customers’ as well as participant’s feedback from a triangular perspective, seems to
elucidate that the project intervention has been impactful and beneficial. The preferred
method of data evaluation, the mixed method, which is a combination of the qualitative
and quantitative method, has yielded some empirical result data that appear to be
balanced, objective and robust. Consequently, a better understanding of the research
issues was accrued then if supposedly only one method was employed (Creswell, 2006).
Through the interviews, participants have indicated that they have gained a better
understanding of the relationship between servant leadership and customer satisfaction.
Participants have expressed their need for changed behavior, but they have also
enumerated some of the behavioral changes they have exhibited as a result of being part
of this project. Even though, the results from the customer service survey does not fully
corroborate the above mentioned, it is also instructive that they highly recommend the
project to the entire cartography of stakeholders within the University, and expressed the
need for constant reminders, Hunter (2005) Maintains that one needs to be more
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reminded that instructed.” All participants interviewed have concurred that the
supplementary Materials e-mailed to them was relevant, helpful and would have
engendered an improved understanding of servant leadership.
In consort with the Interviews, the seminar evaluations and the leadership selfassessment have also shed some light on the effectiveness of the project. The overall
scores from both the first as well as the second seminar revealed that participants were
positively impacted. The scores were on a scale of 1-5 and the average score was a 4.
Considering, even the responses to open-ended questions 12, 13 and 14. They depict a
healthy balanced perspective, that the participants regarded the project as very beneficial
to their attested to their personal development as servant leaders. Furthermore, the
leadership self-assessment provided an opportunity to the participants’ self-introspection
as well as self-evaluation; it also involved participants’ self-determination in their own
educational journey as servant leaders. Noteworthy, is, that the only statistically
significant result is here identified; a positive decrease of 35.3% of those involved grave
anti servant leadership behavior (backstabbing others) As Dyer (n.d., para. 1) purports,
“by engaging in the process of thinking about and assessing their own work, they act on
the evidence of their own learning and take responsibility for it.” Hence, I am of the firm
opinion that participants of this project would have been acting on the evidence of their
own learning and assumed personal responsibility.
Finally, I shall draw conclusions from data collected relative to the pre-and postcustomer satisfaction surveys. A careful and comprehensive analysis of the collected and
collated data reveals that the variations are statistically insignificant. Consequently, it
cannot service as a catalyst to determine changed behaviour or the opposite. Such
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allusion could only be advanced by virtue of triangulation; this necessitates a collective
outlook on the results of all the three other evaluation instruments/methods (Interviews,
Leadership self-assessment and Seminar evaluation) employed to ascertain the impact of
the intervention. So, in addition to increased appreciation, improved knowledge and
understanding of servant leadership, changed behaviour cannot be gainsaid due to
participant’s interview and self-assessment responses. Therefore, considering the overall
impact of the intervention on participants as well as on customers, there is a strong case
for the perpetuity of this servant leadership development intervention.
Summary of Other Conclusions
Besides the conclusions reached from the intervention data; a summary of the
conclusions from the theological (chapter 2), theoretical (chapter 3), and methodological
(chapter 4), will be presented at this point to set the stage for the set of overarching
conclusions.
Theological Conclusions: Chapter 2
A study of servant leadership as reflected in the lives and ministry of Abraham,
Moses, Nehemiah, Jesus, the Apostle Paul and exemplified in the writings of Ellen G.
White was conducted in chronological order. I have concluded that based on the
approximately 1500 occurrence in the Hebrew Bible servanthood is applied to God’s
leaders, whether prophet, priest or King (Davidson, as cited in Bell, 2014). Even, Pauline
(2014) postulates that of the wide range of Greek words used, proistemi, is the only one
adapted to the concept of leadership in the New Testament. This verb connotes having an
interest in, show concern for, and to giving aid. It indicates a combination of leadership
direction, including a strong sense of caring and concern. I conclude that in calling
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Abraham the father of the faithful, God contrived a fresh start, a new way forward in His
partnership with man for the salvation of humanity. The idea is a call to serve and not to
be served; (Matt 20:28) a transformational encounter, a departure from the egocentric,
sheep for the shepherded model, to a more people-oriented approach. I conclude therefore
that the bible characters under study have all evidenced in their lives and ministry that
servanthood is what God envisioned. Moses and Nehemiah committed their lives to
service of God and His people (Exod 2:11; Neh 1:3, 4-11). No different with Jesus the
servant leader par-excellence and the apostle Paul (Matt 20:27; cf. Mark 9:35; 10:44;
Luke 22:24-30; 1 Thess 5:12, 13; 1 Cor 16:15-18). In closing, the writings of E. G. White
encapsulate servant leadership counsel on all these characters. White (1889; 2002, p. 55)
elucidates, “Those who possess the spirit of Christ will have no ambition to occupy a
position above their brethren. It is those who are small in their own eyes that will be
accounted great in the sight of God.”
Theoretical Conclusion: Chapter 3
A study of literature relative to servant leadership in the corporate sector was also
conducted. There is concurrence amongst many leadership scholars that there is a better
way of leading organizations (De Pree, 2004). It is noteworthy that the servant leadership
theories reviewed have all one common ground that is vital and that is about serving the
people within the organization that is under ones’ care. This is certainly in alignment with
the conclusions drawn from the theological reflection (chapter 2). Further, current
literature urges the need to mind the gap (Robinson, 2009) as essential to incarnational
leadership, an important element of servant leadership. It places a high premium on the
value of its people; considering their growth and personal development to be an
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indispensable catalyst for guaranteed continual growth of the organization. I conclude,
that, just as Realin (2003) elucidates, that relational leadership behavioural patterns
contribute to higher levels of employee job satisfaction and decreased job turnover.
Giacalone and Jurkiewicz (2003) allude to the moral judgment in the work place, which
gives a sense of right and wrong; this fuels the desire to be at ones best and to help fellow
workers to do likewise. Therefore, the CEOS, which stands for customers, employees,
owners and significant others, will experience the desired satisfaction (Hunter, 2012).
Methodological Conclusions: Chapter 4
In retrospect, the methodology of the servant leadership development model,
conducted at the Admissions, Records, and Recruitments departments, was tailored to
create an understanding and appreciation and a desire to exemplify servant leadership
skills within their respective department. Interestingly, I have discovered through this
intervention the alignment that exist between the theological and theoretical reflections,
particularly as it relates to the expected outcomes of implementing servant leadership.
The intention was to unleash the participant’s capacity to serve customers as servant
leaders. So, I concluded that the intervention was well suited to enhance not only a better
understanding of the principles and skills involved but also to create a greater
appreciation for and the need to replicate such in the respective departments. I conclude,
that the intervention strategy assisted in the growth of participants and that the varied
methods of evaluation such as: The customer satisfaction surveys, Seminar evaluations,
leadership self-assessment, and Interviews using the mix method (qualitative and
quantitative), help to unearth a more comprehensive perspective on the impact of the
intervention. I conclude that this project has provided a fresh perspective on leadership
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within the context of the relevant departments. Furthermore, a road map has been
provided for the purpose of transitioning the information shared from their head to heart
hand and habit.
Overarching Conclusion
As I have brought together the conclusions from Chapters 2, 3 and 4 with the
conclusions drawn from this chapter and the data analyses from the project narrative,
chapter 5, at this point the possibility exist of making some overarching conclusions. To
begin, the theological reflection confirms that servant leadership is divinely orchestrated
and is certainly God’s preferred method of providing leadership; irrespective, whether it
is in a non-profit or for-profit organization. As uncovered in this project, proper
leadership seems to exemplify attributes and quality characteristics consistent with who
God is. Hence, we identified in the theological reflection the selected biblical characters
(Abraham, Moses, Nehemiah, Jesus and Paul) practicing proper leadership, based on
authority and not power (Autry, 2004; Hunter, 2012; Blanchard & Hodges, 2005). They
extended themselves to those who were under their care, which is based on love; putting
the people’s needs before their own. The apostle Paul pointing to Christ as the epitome of
servant leadership, in Philippians 2:5-7. He noted He (Christ) did not count it robbery to
be equal with God but made Himself of no reputation. Christ emptied Himself so that we
can be filled; He came down, so we can go up. In other words, whatever He did was not
to benefit Himself but all mankind. Christ came to alleviate the greatest of all our needs,
the need for salvation.
Through this project, the positive outcomes support the basic presupposition that
practicing servant leadership positively influence both internal as well as external
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customer satisfaction. In addition to the theological reflection, reviewed literatures, and
even the emerging results from the data collected from this study, bear witness to the
positive outcomes observed in spiritual as well as secular organizational context, as a
result of adopting servant leadership as their dominant leadership philosophy. Leadership
scholars concur that servant leadership makes the difference, when it becomes the
dominant leadership approach within any organization it changes the status quo,
transforming such organizations from one, where people are treated like cogs in a
machine, to one, where people their creativity, spirit and ingenuity matter (Flint, 2102;
Spears & Lawrence, 2004; Belton, 2016).
Personal Transformation
Another vantage point through which this project needs to be assessed has
undoubtedly to do with the tremendous personal impact made on me as researcher and
budding servant leader. To begin, I am utterly convinced now more than ever that people
are of utmost importance to the growth of any organization. This could be dramatized by
the fact that from the inception I discovered that people are indispensable, no people
meant no project. Thus, like a thunderbolt it hit me that this project could not have been
conducted without the voluntary consent of busy people to be participants as well as
astute advisers that provided the requisite guidance through the different stages of this
project. I have therefore learned that my people skills must always trump my technical
abilities. I have to practice what I preach; so I am now determined to eat my own
cookies.
I have also developed a greater appreciation and respect for details in the research
process. Furthermore, I am absolutely fascinated with the insights gained concerning the
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intricacies involved in this research process. In retrospect I consider this research project
a grand learning experience. So, as I reflect, the dos and don’ts are clearer. I am ending
this aspect of this research with an unshaken confidence that servant leadership is the
leadership philosophy that exerts a pervasive positive impact on the entire cartography of
shareholders, stakeholders and customers. The theological and literature reviews have
unearthed that indeed a natural outcome of servant leadership is a winning partnership
(Flint, 2012).
Recommendations
Literature reviewed in this this study showed that there is a lack of information on
the implementation of servant leadership for staff in the University context. I
endeavoured to develop a more extensive approach to servant leadership development for
stakeholders within the University.
As a result of participants recommendations of this project, I hope to extend this
intervention to other departments within the institution and I am preparing to have
sessions planned for other stakeholders from other departments.
As a consequence of the interest indicated by the participants I am recommending
that servant leadership become part of the orientation of new employees and ongoing
training for the entire cartography of stakeholders within the University.
I want to produce relevant information for stakeholders that would equip them to
practice servant leadership within the context of their departments. Ultimately, a practical
guide on how to adopt servant leadership within a university context will be realised.
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Final Word
Why should servant leadership become the preferred approach to leadership
within the Admission Records and Recruitment departments and by extension the
University of the Southern Caribbean? It is because servant leadership is in the first place
of divine origin. God has envisioned and therefore introduced servanthood as pivotal
quality of all leaders He calls to be His representatives. It is noteworthy; however, that
Greenleaf coined the term servant leadership but that the concept of servant leadership is
founded in the word of God. No wonder major leadership scholars rightly consider
servant leadership by far the number one leadership philosophy.
It is considered an effective remedy for many of the leadership pathologies that
are plaguing organizations today. Because servant leadership engages the whole being, it
inspires and motivates and is concern about the wellbeing of all stake holders. In other
words, it is not the sheep for the shepherd but the shepherd for the sheep. I do firmly
believe that engaged and satisfied internal customers, would in turn produce satisfied
external customers (Gostick & Elton, 2009). I must therefore close with Sam Walton’s
(founder of Walmart) profound statement that if one wants to ruin their business, just
treat employees with disrespect and they will take it out on the customers.
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APPENDIX
(For documents not provided in the following appendix, a request for copies can be made
at lloydjacott@hotmail.com.)
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APPENDIX A
Customer Satisfaction Survey
Customer satisfaction survey
The intent of this survey is to determine the level of satisfaction with the services
provided by the Admission, Recruitment and Records office. Your responses will be
handled in a strictly confidential manner as noted in your informed consent form.
Instructions: Please write as legibly as possible. Fill circles completely () for your
chosen responses
1. When visiting our Admissions, Recruitment and Records office during the past
school year and recently, were you please with the level of services you received?
 No, it was very poor
 No it was unsatisfactory
 It was about average
 Yes it was very good
 Outstanding service
2. Was there anything that particularly stood out about the service experience when
visiting our Admissions, Recruitment and Records office?
__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
__________________

3. Where you satisfied with how your problem was dealt with?
 It was dealt with very poorly.
 No it was unsatisfactory
 It was OK
 Yes it was very good
 Outstanding service
4. The attitude and general demeanor of the customer service employee was
excellent
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 Strongly disagree
 Somewhat disagree
 Neutral
 Somewhat agree
 Strongly agree
5. Out of the following list of attributes, which two do you feel the customer service
employee possessed most?
 Patience
 Enthusiasm
 Good listener
 Friendliness
 Responsive
 Other: (Please Specify) ------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

6. Were there any two areas (listed below) that annoyed or peeved you about the
customer service employees’ behavior?
 Not patient
 Not enthusiastic
 Did not listen carefully
 Unfriendly
 Unresponsive
 No qualities bothered me
 Other: (Please specify) --------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------7. My call was handled promptly and efficiently
 Strongly agree
 Strongly disagree
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 Neutral
 Somewhat agree
 Strongly agree
8. Which of the following statements most accurately describe your experience
when you phoned? (Please choose all that apply)
 I was kept waiting on hold
 I had to explain my situation several times
 The representative did not know how to handle my problem
 The representative had to refer to others to solve my problem
 They spoke too slowly
 No improvement needed
 Other :( Please specify) ------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------9. Is there anything else you would like to add?
---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

10. I found the customer service employee to be very well informed on the subject
matter:
 Strongly agree
 Somewhat disagree
 Neutral
 Somewhat agree
 Strongly agree

11. The customer service employee:
 Gave me the wrong information
 Did not understand the question
 Gave unclear answer
143

 Couldn’t solve problems
 Was disorganized
 Needs no improvement
 Other: (Please specify) -------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------12. I felt the time that I needed to wait for my query to be answered was acceptable:
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 Strongly disagree
 Somewhat disagree
 Neutral
 Somewhat agree
 Strongly agree
13. I was promptly transferred to the correct person to handle my call:
 Strongly disagree
 Somewhat disagree
 Neutral
 Somewhat agree
 Strongly agree
14. Are you likely to transfer to another University in the next 12 months due to
your dissatisfaction with services in the Admissions, Recruitments and Records
office?
 Yes I am certain to
 There is a high probability
 Not sure
 Not really likely
 I’m more likely to stay

15. Based on your experience at the Admissions, Recruitment and Records office
would you recommend further training for employees?
 Yes

 No

16. If you have any additional comments, please write them below:
---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

Acknowledgement:
December, 2013 Retrieved from:
http://www.questionpro.com/survey-templates/product-service-satisfaction/. Used with
modifications.
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APPENDIX B
Evaluation Forms
Seminar Evaluation Form
Please help us to make future seminars even better by filling out this short questionnaire. You
may turn in your completed questionnaire to the main investigator immediately after the
session. Your responses will be handled in a strictly confidential manner as noted in

your informed consent form
Please rate your level of agreement with each of the following statements by circling the
preferred number.
1 – Not sure 2 – strongly disagree 3 – disagree 4 – agree
5 – strongly agree
1. The goals of the seminar were clearly articulated
5

1

2

3

4

2. Seminar materials provided were adequate
5

1

2

3

4

3. Seminar facilities were suitable
5

1

2

3

4

4. Seminar proceedings were well organized
5

1

2

3

4

5. The presentation was appropriate and informative
5

1

2

3

4

6. The topic was logically presented
5

1

2

3

4

7. The facilitator was knowledgeable and articulate
5

1

2

3

4

8. My questions and concerns were adequately addressed
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by the facilitator
5

1

2

3

4

9. My interaction with others was beneficial
5

1

2

3

4

10. There were opportunities for participant involvement
5

1

2

3

4

11. The goals of the Seminar were achieved
5

1

2

3

4

12. What was the most effective / interesting aspect of the Seminar?
_________________________________________________________________________
___
13. What type of sessions/topics would you like to see included in the future? Please also
indicate if you need more information on any aspect of the topic discussed at this
seminar.
_________________________________________________________________________
___
_________________________________________________________________________
___
14. What other aspects of this seminar could be improved?
_________________________________________________________________________
___
____________________________________________________________________________
Acknowledgement: Quality assurance Department: University of the Southern Caribbean.
Used with minor modifications.
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APPENDIX C
Leadership Skills Inventory
Leadership skills inventory: Self- assessment
The intent of this inventory self- assessment is to determine your progress as servant
leader. Your responses will be handled in a strictly confidential manner as noted in your
informed consent form.
Instructions: Please write as legibly as possible. For your chosen responses fill circles
completely. (). If you have no opinion about a particular statement leave circles blank.
Name______________________________
Position_____________________________
Scale: 4 = Strongly Agree

3 = Agree

Department_____________________
2 = Disagree

1 = Strongly Disagree
4

3

2

1

1. I give appreciation to others………………………………………………..
2. I confront people with problems/situations as they arise…………………..
3. I spend time walking floor and staying close to subordinate activity………

























4. I give encouragement to others…………………………………………….
5. I make clear to subordinates what is expected on the job…………………
6. I am a good listener…………………………………………………………
7. I coach and counsel subordinates to ensure compliance with goals………
8. I treat people with respect

































(i e., like they are important people)…………..
9. I am actively involved in the development of subordinates………………..
10. I hold people accountable for meeting the standard set…………………..

























11. I give credit to those who deserve it………………………………………









12. I show patience and self-control with others…………………………….
13. I am a leader people feel confident following…………………………….
14. I have the technical skills necessary to do my job………………………..
15. I meet the legitimate needs as oppose to wants of others………………..
16. I am able to forgive mistakes and not hold grudges………………………









































17. I am someone people can trust……………………………………………
18. I do not engage in back stabbing others
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(Talking behind their back.)…..
19. I give positive feedback to subordinates when appropriate………………

















20. I do not embarrass people or punish them in front of others…………….
21. I set high goals for myself, my subordinates, and my department……….
22. I have a positive attitude on the job……………………………………….
23. I am sensitive to the implications of my decisions on other departments...
24. I am a fair and consistent leader and lead by example……………………









































25. I am not an over controlling or over domineering person………………..









26. What are my greatest leadership skills and strength?

27. What leadership skill do I need to work on and improve?

Thank you for taking the time to fill in the questionnaire.

Acknowledgement:
Hunter, J.C, (2006, p.3). The servant leadership; training course, Sounds True, Inc.
Boulder CO 8030.USA. Used with minor modification.
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APPENDIX D
IRB Letters and Certificate

Mrs Gersha Pierre
/Chair,
Research Ethics Board
University of the Southern Caribbean

February 4, 2014
Dear Mrs Pierre,
Greetings in Jesus name. As a participant of the Doctor of Ministry program in
Leadership (Cohort, January 2013) Andrews University, I am seeking the permission of
the research ethics board of the University of the Southern Caribbean to conduct a study
within the Admissions, Recruitment and Records Department. This study concerns the
implementation of a servant Leadership model in the said department. Please find
attached the requisite and relevant documentations relative to this study.
Thanks in advance for giving due consideration to this request, and do look forward to
your reply, as we continue to collaborate in the advancement of our University’s research
agenda.
Kind Regards,
Pastor Lloyd Jacott
Participant,
Doctor of Ministry, 2013 Leadership Cohort
Andrews University
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Gersha Pierre
Chair, Institutional Review Board
University of the Southern Caribbean
February 11, 2014
Dear Pastor Lloyd Jacott
Your documentation submitted for approval by the USC Institutional Review Board (IRB)
to conduct a study at USC has been reviewed for completeness. As Chair of the IRB, I wish
to confirm that this study confirms to the research standards, ethical expectations, and
legal parameters of the University of the Southern Caribbean and Trinidad and Tobago.
Permission is therefore granted to conduct the study under the auspices of USC. This
approval is given for the period of one year. Further, the USC IRB requires that any
changes of protocol or procedures to what has been submitted presently, must receive
permission from the IRB prior to continuation of your research.
Regards

Gersha Pierre
Director of Quality Assurance & Chair, Institutional Review Board
University of the Southern Caribbean
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Certificate of Completion

The National Institutes of Health (NIH) Office of Extramural Research
certifies that Lloyd Jacott successfully completed the NIH Web-based
training course “Protecting Human Research Participants”.
Date of completion: 01/09/2014
Certification Number: 1349060
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APPENDIX E
IRB Protocol

Seventh-day Adventist Theological Seminary
Christian Ministries Department
Protocol
Title and Purpose of the study: The purpose of this study is to develop, implement, and
evaluate a servant leadership developmental model in the Admissions, Recruitment and
Records Department (AR&R) at the University of the Southern Caribbean. The objective is
to train and equip the staff to minister to the students as servant leaders. This program will
be evaluated by ascertaining the level of internal as well as external customer satisfaction.
Subject: Those involved in this project include both full time and student workers of
both genders from the Admissions, Recruitment and Records Department. There is no
intention of targeting students to participate in the questionnaires which are less than
eighteen years of age. Furthermore, through the implementation of this project no
vulnerable group of people such as: prisoners, hospital patients, mentally impaired,
pregnant women would be targeted.
Recruiting: The recruitment process would be done via personal contact and e-mail to
the vice president and head of department to procure consent. After obtaining the consent
of the authorizers, I would then orchestrate that a neutral person contacts the relevant
workers from the
said department. However, following the personal contact details concerning the
implementation, of the project would be communicated. Subjects will not be coerced but
induced to participate in this project by highlighting the benefits.
Voluntary Participation: Your participation in this study is completely voluntary. You may
choose to withdraw from this study at any time. There will be no negative consequences if
you decide not to participate or to withdraw after having started. In addition, the researchers
responsible for this study, may also, at their discretion, end your participation at any time.
Procedure: The main activities of this project would be as follows: I will be conducting
two one hour and a half seminars on servant leadership for both fulltime and student
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workers of the admissions and records department. Furthermore, an ongoing coaching
strategy will be developed, this would include one on one encounters with all participants
throughout the allocated period. We will also embark on the exploration of practical ways
by which to sensitize, motivate and educate participants in applying servant leadership on
the job, which should benefit both internal and external customers. In accordance with
the symbolic frame participants will be given the opportunity to develop their own
motivational chant, song or written statement.
About a year and a half after the implementation of the project an overall evaluation
will be done. This evaluation will seek to measure the effectiveness of the project by
using the following: a) a questionnaire to determine students satisfaction with the service
rendered over the project period; b) invite workers feedback by interview as to how they
have benefited from reciprocating servant leadership within their department; and c) get
feedback from all participants regarding the difference the program would have made
(interview).
Risk and discomforts: I have been informed that there are no physical or emotional risks to
my involvement in this study.
Data collecting: The data will be collected by: interviews, demographics collecting of
pre posted data on the servant leadership model. From customers thirty days before and
thirty days after a survey will be conducted. Surveys will be done by one of every three
persons who exits the office. There will be no focus group used to discuss the findings.
There will be no Audio or video recording done as part of the data collection process.
Securing of data: data will be confidential. This would be done by storing softcopy in a
password protected computer file. Hard copies will be securely locked in a locked cabinet
and office with keys that are accessible to only those directly involved in this project.
After the study is done the data would be stored for at least three years.

154

APPENDIX F

IRB Informed Consent Form

Seventh-day Adventist Theological Seminary
Christian Ministries Department
Informed Consent Form
Title: To implement a servant leadership model at the Admissions, Recruitments and Records
Department (AR&R) of the University of the Southern Caribbean.

Purpose of the study: The purpose of this study is to develop, implement, and evaluate a
servant leadership developmental model in the Admissions, Recruitment and Records
Department (AR&R) at the University of the Southern Caribbean. The objective is to train
and equip the staff to minister to the students as servant leaders. This program will be
evaluated by ascertaining the level of internal as well as external customer satisfaction.
Inclusion Criteria: In order to participate, I recognize that I must be an adult 18 years and
above and of sound mind, and must be currently employee serving at the admissions and
records department as full-time or student worker.
Risk and discomforts: I have been informed that there are no physical or emotional risks to
my involvement in this study.
Benefits/Results: I accept that I will receive no remuneration for my participation, but that
by participating I will help the researcher and the University of the Southern Caribbean to
arrive at an improved understanding that the implementation of the servant leadership model
contributes to a higher level of internal as well as external customer satisfaction.
Voluntary Participation: I understand that my involvement in this survey is voluntary and
that I may withdraw my participation at any time without any pressure, embarrassment, or
negative impact on me. I also understand that participation is anonymous and that neither the
researcher nor any assistants will be able to identify my responses to me.
Contact Information: In the event that I have any questions or concerns with regard to my
participation in this research project, I understand that I may contact either the researcher,
Lloyd Jacott at lloydjacott@hotmail.com/ jacottl@usc.edu.tt ( Tel: (868) 662-2241/2 Ext.
4052, or his advisor, Dr. Sylvan Lashley, President of the University of the Southern
Caribbean Ag at alphonlash@gmail.com
_______________________
_________________
Signature of Subject

Date

_______________________

_________________
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Signature of Witness

Date

Signed at: _____________________________________________________________
For participants who choose to take a copy of the consent form.
I have received a copy of this form to keep for myself and have taken responsibility for its
safety.
Signature of respondent: ______________________

Date: _____________

Participant’s Initials ____

Additional Information: If you have any questions about the study, which has not been
answered in this consent form, please ask them at this time. If you have any questions in the
future, please feel free to contact the Principal investigator Lloyd Jacott at the University of
the Southern Caribbean (USC), at telephone number 662-2241 Ext.4052. You also can
contact someone who is not directly associated with the study, Dr Susan Chand, at this
University if you have any questions about your rights as a participant in this study.
Participants in this research may also contact Mrs Gersha Peirre of the University of the
Southern Caribbean
to discuss their rights. Mrs Gersha Pierre, Chair of the Research Ethics Board can be
contacted at telephone 662-2241/2 Ext. 1007. The findings of the study will be made
available to you.
Participant’s Initials ____
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APPENDIX G
Description of Interview Questions

Seventh-day Adventist Theological Seminary
Christian Ministries Department
A description of the interviews - when/where/how - and a list of questions

The proposed interviews will be extended to all the participants of this project; it will be
done on a one on one basis at a private and convenient location such as at my office or at
the office of the participant. There will be no focus groups. A year and a half after the
implementation of the project an overall evaluation will be done. This evaluation will
seek to measure the effectiveness of the project by using the following: a) a questionnaire
to determine students satisfaction with the service rendered over the project period; b)
invite workers feedback by interview as to how they would have benefited from the
knowledge gained and reciprocating servant leadership within their department; and c)
get feedback from all participants regarding the difference the program has made
(interview). Prior to the interview, questions will be discussed with the participants to
ensure that there will be no risk, discomfort and or embarrassment to participants.
Important to note however, is that the purpose of the interview is to measure the
effectiveness of the project implementation. To assess participants’ their personal
development as servant leaders they will also be taking a pre- as well as post project
implementation leadership inventory.
Please find below a listing of the interview questions that will be presented to the
participants:

157

9. What is your understanding of the correlation between servant leadership and a)
internal as well as b) external customer satisfaction?
10. How helpful has the implementation of this project been to your personal
development?
b) Very helpful b) marginally helpful or c) Not at all helpful d) other…
11. What are the changes you have noticed in your appreciation and personal
implementation of servant leadership in your department?
12. As a consequence of this project how do you relate differently to customers,
colleges, subordinates and superiors?
13. Briefly state what you are doing differently now than before you were exposed to this
servant leadership development project.
14. In your estimation what difference has the servant leadership development model made in
improving both internal as well as external customer satisfaction?
b) Much b) A little c) none at all d) other…
15. What is your recommendation as it concerns the implementation of this project in other
departments within this University?

16.
Bonus Q How helpful and or relevant to the study has the information emailed to you been. What about the motivational segment?
The pre and post surveys will be collected from the customers by placing a box in
the corridor in close proximity to the offices that have participated in this project.
To ensure confidentiality questionnaires will be accessible to only the research team and
will be secured in a locked cabinet. This would be done by storing softcopy in a
password protected computer file. Hard copies will be securely locked in a locked cabinet
and office with keys that are accessible to only those directly involved in this project.
After the study is done the data would be stored for at least three years. In addition,
participants would be referenced according to their number instead of names.
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APPENDIX H
Interview Inform Consent Form

Seventh-day Adventist Theological Seminary
Christian Ministries Department
Interview Informed Consent form

Information and Purpose: The interview, for which you are being asked to participate
in, is part of a research study that is focused on implementing a servant leadership model
at the Admissions, Recruitment and Records Departments (AR&R) of the University of
the Southern Caribbean. The researcher is also interested in the factors that contribute to
improved internal as well as external customer satisfaction. The purpose of this study is
to develop, implement, and evaluate a servant leadership developmental model in the
Admissions, Recruitment and Records Departments (AR&R) at the University of the
Southern Caribbean. The objective is to train and equip the staff to minister to the
students as servant leaders. This program will be evaluated by ascertaining the level of
internal as well as external customer satisfaction. Improvement will be measured by
conducting a pre as well as post customer satisfaction survey as well as a leadership skills
inventory..
Your Participation: Your participation in this study will consist of an interview lasting
approximately thirty (30) minutes to one (1) hour. The interviews will be done at a
private and convenient location; this may be convened either at your office or mine.
Please find attached the series of questions you will be asked about the impact of the
servant leadership development model. You are not obliged to answer the questions. You
may pass on any question that makes you feel uncomfortable. At any time you may notify
the researcher that you would like to stop the interview and your participation in the
study. There is no penalty for discontinuing participation.
Benefits and Risks: I accept that I will receive no remuneration for my participation, but
that by participating I will help the researcher and the University of the Southern
Caribbean to arrive at an improved understanding that the implementation of the servant
leadership model contributes to a higher level of internal as well as external customer
satisfaction. I have been informed that there are no physical or emotional risks to my
involvement in this study.
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Confidentiality: The interview will be manually recorded; however, your name will not
be included in the report. Your name and identifying information will not be associated
with any part of the written report of the research. All of your information and interview
responses will be kept confidential. The researcher will not share your individual
responses with anyone other than the research advisor, second reader and data analyser.
If you have any questions or concerns, please contact the researcher Lloyd Jacott: 6622241-Ext. 4052/ e-mail: lloydjacott@hptmail.com or jacottl@usc.edu.tt .or respectively
his Advisor and Second Reader:
Advisor Dr: Sylvan Lashley: 662-2241- Ext. 1000 /Email: alphonlash@gmail.com
Second Reader Dr Susan Chand: 662-2241-Ext. 1651/ E-mail: Chands@usc.edu.tt
By signing below I acknowledge that I have read and understand the above information. I
am aware that I can discontinue my participation in the study at any time.
___________________________
Signature of Interviewee
___________________________
Signature of Interviewer
Date: _______________
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APPENDIX I
Servant Leadership 101 Lessons Series

Lesson 1: Unlearning What's
Wrong
"The most important lessons lay not in what I
needed to learn, but in what I first needed to unlearn." Jim Collins

Welcome to lesson #1 of Servant Leadership 101,
presented by Modern Servant Leader. I’m thrilled to
have you here! Let’s dive right in.

Society has confused leadership, twisting it into an
achievement to be reached, rather than a
commitment to serve. For example, business
executives seek the limelight of the Chief Executive
Officer title. Non-profit Organization (NPO) leaders
want to be remembered for how they helped so
many people. Meanwhile, priests want their mega
church congregations to show how well received
their message is. Would-be leaders want the fame,
fortune and glory without the blood, sweat and tears.

Now, obviously, the above is not always the case.
There are many outstanding business, NPO and
religious leaders in society. Those who understand
their role as a commitment to serve are called
Servant Leaders. Those who do not, pursue dozens
of other leadership styles.
In fact, today, the term “servant” is only necessary
to adjust for this faulty perception by those preaching
other leadership philosophies. Servant leadership is
authentic leadership. Authentic leadership is servant
leadership.
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Hi, I'm Ben, email me with
any questions, any time.

My book, Paradigm
Flip: Leading People,
Teams, and
Organizations Beyond
the Social Media
Revolution helps you
be a better, Modern
Servant Leader. It's
available now on
Amazon, Audible &
iTunes.

If you’re not serving others, you are self-serving and
that’s not leadership. People influencing others with
self-serving motives manipulate, not lead them.
What About Situational Leadership?
Often, I get asked, what about situational
leadership? My response is simple: you can be a
servant leader while practicing any of the leadership
“styles” recommended by Blanchard et al. I’m a huge
fan of Ken Blanchard. Much of his work advances
the adoption of servant leadership. But when it
comes to situational leadership, I believe the styles
proposed are really better positioned as
communication styles than leadership styles.
Regardless, servant leadership is not a style.
Instead, it’s the heart of a leader - their intent,
priorities and objectives. Great servant leaders can
be firm and seem controlling (as they are in the
military) or they can be soft and democratic in their
decision making process (as they are in local
government). Both effective servant leaders with
very different communication or influencing styles.
So for this lesson, just clear your head of what you
may have thought leadership was. That said, since
you’re here, I’m not surprised if you already knew
that leadership was not what popular society would
have you believe.
In our next lesson, we’ll dig into the basics of servant
leadership. Specifically, we’ll talk about the
traditional leadership hierarchy, represented by a
pyramid. Then I’ll explain how flipping that pyramid
represents servant leadership.
Shareable Quotes:
•
•

“Leadership is a commitment to serve, not an
achievement to be reached.”
“If you’re not serving others, you are selfserving and that’s not leadership.”

Further Reading
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•
•
•

Servant Leadership Stripped Down
If You’re Not Serving, You’re Not Leading
Discovering Servant Leadership

Quiz
1. Servant Leadership is
A. The only true form of people leadership
B. One of dozens of leadership styles
C. A leadership philosophy
D. All of the above
2. Servant Leadership Can be Practiced Within
Situational Leadership
A. True
B. False
3. You can still be a servant leader without serving
others
A. True
B. False
4. How can I improve this lesson?
A. Email me your thoughts

Quiz Answers: At this link

Share
Tweet
+1
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Lesson 2:
Flip Your
Pyramid and
Make a Circle

Hi, I'm Ben, email me with
any questions, any time.

“To change ourselves effectively, we first
had to change our perceptions.” ― Stephen R.
Covey
Welcome back! Lesson 1 plowed the field by
ensuring we unlearned what is wrong with society’s
popular perception of leadership. Today, we begin
looking at servant leadership itself by studying the
concept of flipped pyramids for leaders.
For decades now, leadership has often been
perceived as a pyramid, with the leader at the apex.
Then, in the supporting layers beneath were
employees, customers, investors or any other
constituents within a leader's realm of influence. This
visualization of leadership was based on the topdown, hierarchical perspective of leadership. In
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My book, Paradigm
Flip: Leading
People, Teams,
and Organizations
Beyond the Social
Media
Revolution helps
you be a better,
Modern Servant

contrast, servant leadership is often viewed as that
same pyramid, flipped upside down.

The flipped pyramid visualization of servant
leadership places the leader at the bottom, with all of
her stakeholders above her. This visualization
clarifies the prioritization for the leader: that all
stakeholders come first.

What is a Stakeholder
You will hear this term a lot throughout our time
together. So I want to take a moment and explain the
term. A stakeholder is anyone a leader serves with
their leadership. In business, this is includes
investors, employees, consumers, the community,
suppliers and partners. For teachers this is students,
peers, administration and professionals in their field
of study. In politics, a stakeholder includes
constituents, the branch one serves, colleagues and
so on. The key point is that a stakeholder is anyone
a leader serves with their influence. This is often a
much broader group of individuals than what many
leaders focus on.
Today, many leaders focus too narrowly on a single
group of stakeholders at the expense of others. For

165

Leader. It's available
now on Amazon,
Audible & iTunes.

example, business executives often falter by
focusing solely on investors, at the neglect of
employees, suppliers or even consumers. Likewise,
politicians often focus too much on serving their
party affiliation at the expense of constituents, and
so on.
This is a critical point for servant leaders. To be an
effective servant leader, you must serve your
stakeholders - all of them.
Inmates Do Not Run the Asylum
Often, servant leadership is misunderstood as an
emphasis on serving only a subgroup of
stakeholders: those “beneath” the leader in the
traditional pyramid visualization. So, for example,
opponents of servant leadership say it’s bad for
business because it “permits” employees to make all
the decisions in business. This would be bad
because, according to some, employees can’t be
trusted to make the best overall decision. Instead,
many argue, they’d take too much time off or simply
not see the bigger picture and make tough decisions
for investors.
The phrase “inmates run the asylum” is an analogy
suggesting a group of individuals unable or unwilling
to make tough decisions are placed in leadership.
This is not the case for the servant leader. In fact,
the servant leader often has to make tough decisions
that may be perceived as hurting one group of
stakeholders for the greater good. For example,
consider the military, police or firefighters. Leaders in
these fields must often place their teams in danger to
protect and serve other stakeholders. Furthermore,
military leaders must work their teams very hard in
peace, to ensure their readiness in war. Effective
servant leaders never allow inmates to run the
asylum.

So you get the idea of the inverted pyramid. But
what’s this concept of making a circle all about?
Well, that’s where the emphasis on serving all
stakeholders comes in. You begin placing the
pyramid upside down, with the leader at the base.
Then you create a separate pyramid for each group
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of stakeholders. For example, a business CEO will
have one inverted pyramid for employees. In this
pyramid, one layer is direct reports (let’s say they are
“Vice Presidents”). The next layer is Directors, then
managers, individual contributors and so on.
Furthermore, this employee pyramid should include
employee families. After all, decisions the CEO
makes will influence the lives of employee families.

Next, you create an inverted pyramid for another
group of stakeholders. Continuing our business
example, let’s consider the next pyramid to be the
community in which the business operates. The top
layer could be the business’s immediate neighbors.
Next could be the town in which the business
operates, then the state, country and so on. This
process continues until you have a circle, comprised
of inverted pyramids, encompassing all your
stakeholder groups.
And that, my friend, is how you create the inverted
pyramids circle visualization of servant leadership. I
strongly encourage you take a moment now and
create at least the high level view of your inverted
pyramid circle. In our next lesson, we're going to dive
into the meat of the matter by defining the key
attributes of servant leadership, through the
acronym: SERVANT (Selfless, Empathetic,
Resolute, Virtuous, Authentic, Needful, and
Thorough). Until then, keep serving!
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Shareable Quotes
“To be an effective servant leader, you must serve
your stakeholders - all of them.”
“Effective servant leaders never allow inmates to run
the asylum.”
Further Reading
•
•
•

The Modern Servant Leader Logo
Servant Leaders Build Up, Power Leaders
Tear Down
Leadership as a Product Purchased by
Followers

Questions
1. A stakeholder is:
A. An investor
B. A person eating at a fancy restaurant
C. A consumer
D. Anyone a leader serves with their leadership
2. What does your inverted pyramid circle contain?
A. Answer for yourself. The only wrong answer is not
answering it
3. How can I improve this lesson?
A. Email me your thoughts
Answers & Resources Page: Click Here
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Lesson 3:
Acronym
Model
"The first responsibility of a leader is to define
reality. The last is to say thank you. In
between, the leader is a servant.” – Max
DePree
Many models of servant leadership exist. Each has
positive and negative attributes. Some are more
academic in nature, some more scientific. Many
require a great deal of reading to be fully
understood. For me, all lack a simple sophistication,
making it difficult to define. So I created a more
simple definition, based upon the insights of those
great predecessors. Servant leadership is:
Selfless
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Hi, I'm Ben, email me with
any questions, any time.

My book, Paradigm
Flip: Leading
People, Teams,
and Organizations
Beyond the Social
Media

Empathetic
Resolute
Virtuous
Authentic
Needful
Thorough

Revolution helps
you be a better,
Modern Servant
Leader. It's available
now on Amazon,
Audible & iTunes.

As I cover these concepts below, I often refer back
to the "Spears Model". This is because the Spears
Model is the most frequently referenced model and
connects us to the origin of the Servant Leadership
term. As a result, this shows a consistency across
definitions and grounds my forward-looking model in
the best of our past.

Selfless
If you’re not serving, you’re not leading. This
captures the selfless nature of leadership in a simple
statement. Selflessness is about putting the needs of
others before yourself. Specifically, we speak here of
putting the needs of those you serve first. In the
Spears model, he captured this by including values
such as humility, listening, stewardship, building
community, and commitment to people.
Read more about the Selfless attribute.

Empathetic
In order to lead another person, you need to know
what it feels like to walk a mile in their shoes. Even if
you've never been in their position, you must have
the empathy to perceive their circumstances. This is
why corporate leaders, who distance themselves
from those they serve, lose the commitment of their
people. Leaders who lose the ability to empathize
lose the ability to lead. In the Spears model, key
attributes of empathy also included healing,
awareness, and persuasion.
Read more about the Empathetic attribute.
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Resolute
The resolve of a leader is often overlooked in
traditional Servant Leadership perspectives, yet it is
a critical attribute of effective Servant Leaders. As
Servant Leadership advocates face detractors, it
would be easy to say, “we don’t really need a unique
culture” or “good is okay, we don’t need to be great.”
If they do that, their organizations are like all others.
Servant Leaders must be resolute in their mission
and actions.
Read more about the Resolute attribute.

Virtuous
Character and integrity are more important today
than ever. People have always demanded leaders to
be virtuous. Today, failures of character are
identified, documented, and shared at the speed of a
keystroke. People love to see powerful leaders fall.
Nothing undermines a leader’s mission faster than a
failure of his or her character. Stakeholders don’t
want leaders who are only good at their job; they
demand leaders who represent what is best in all of
us. The well-rounded leader is one with strong
virtues.
Read more about the Virtuous attribute.

Authentic
If being virtuous is about constantly embodying
moral qualities, authenticity is about proving the
practice of those qualities to your stakeholders. To
serve others effectively, you must be transparent
about actions and intentions. This authenticity is
demanded by stakeholders. If you want loyalty and
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commitment from others, they must know that you
are candid, sincere about your intentions, and
opposed to practicing dirty politics. If a follower is
uncertain about your intent, they will not convert. If
they think your primary objective is increased sales
and revenues rather than mutual benefit, forget
about a sale.
Read more about the Authentic attribute.

Needful
Organizations constantly change, whether for better
or worse. In order for organizations to thrive, their
leaders must always be on the lookout for new
ideas. This is why Servant Leaders must be openminded and willing to be vulnerable to their people.
Great leaders understand that great ideas may come
from anywhere. The people closest to the problem
are often the ones best prepared to find a solution—
not the senior executive, who hasn't been on the
front lines in a decade. Therefore, Servant Leaders
realize they must constantly grow and evolve,
listening to the requirements and contributions of
their stakeholders. As Darwin Smith, CEO of the
“good” turned “great” company Kimberly-Clark, said,
“I never stopped trying to become qualified for the
job” (from Jim Collins Book, “Good to Great”).
Read more about the Needful attribute.

Thorough
A major failure of leaders today is an emphasis on
short-term benefits without regard for the long-term
costs. This trade-off, to make themselves and their
results look great while pushing the costs and impact
downstream, weakens institutions everywhere. In
contrast, Servant Leaders are extremely thorough. It
may seem less exciting, but communications by
Servant Leaders are very clear on what trade-offs
must be made. Servant Leaders do not
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micromanage, but they do ensure that the leaders
they put in place are equally thorough. Servant
Leaders maximize the sustainability of results. This
sustainability of results requires a great deal of
planning for the future. These results must also
consider all stakeholders—not just a subset. For
example, we cannot favor investors at the excessive
cost of employees. In the Spears model of Servant
Leadership, he highlights the thorough attributes of
conceptualization and foresight.
Read more about the Thorough attribute.
So if someone asks you what is a servant leader,
you can respond by saying, “servant leaders put the
interest of all their stakeholders, before their
own'. You will find plenty of research to support this
model and others, like it. When asked for a concise
definition though, just remember, the description is in
the name, itself. Servant leadership can be defined
by the acronym, SERVANT: Selfless, Empathetic,
Resolute, Virtuous, Authentic, Nascent, Thorough.
Shareable Quotes
"The first responsibility of a leader is to define reality.
The last is to say thank you. In between, the leader
is a servant.” – Max DePree
“If you’re not serving, you’re not leading.”
“To serve others effectively, you must be transparent
about actions and intentions.”
"Servant leadership can be defined: Selfless,
Empathetic, Resolute, Virtuous, Authentic, Nascent,
And Thorough."
Further Reading
•
•
•

Servant Leader, you are not alone
Primus Inter Pares or First Among Equals
Who Do You Serve?
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Questions
1. There is only one model of servant leadership
A. True
B. False
2. What’s missing from the acronym model: Selfless,
Empathetic, Resolute, Virtuous, A____, Nascent,
T______.
A. Authentic & Truthful
B. Authentic & Thorough
C. Automatic & Thorough
D. Automatic & Tall
3. How can I improve this lesson?
A. Email me your feedback
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Lesson 4:
Brief History
of Servant
Leadership

Hi, I'm Ben, email me with
any questions, any time.

“If I have seen further it is by standing on the
shoulders of giants.” - Isaac Newton
Servant leadership is a timeless concept. In fact, the
principles of servant leadership are present in many
of the greatest leaders since the beginning of time.
Yet the term “servant leadership” was first
documented in the 1970s.
It’s impossible to provide a comprehensive overview
of servant leadership throughout history without
writing an entire book. For the purposes of this
course, though, it’s important to know some key
figures and examples. To that end, here are some of
the most important events to influence servant
leadership thinking today.
1000 BC King David (Israel)
The shepherd-turned-king, David, was far from
perfect but is an important figure for Jewish,
Christian and Islamic faiths. His greatest leadership
moments reflected extreme humility, commitment to
his people and a resolve to meet the needs of the
Kingdom.
500 BC Tao Te Ching by Lao Tzu (China)
The ancient philosophical, Chinese text, Tao Te
Ching, was a treatise to educate the reader on how
to live in greatest harmony. The text includes, among
its recommendations:
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“The highest type of ruler is one of whose existence
the people are barely aware. Next comes one whom
they love and praise.”
“When (the leader’s) task is accomplished and things
have been completed, All the people say, ‘We
ourselves have achieved it!’”
350 BC Arthashastra by Kauṭilya (India)
A century or so after Tao Te Ching, Kautilya wrote
an Indian text on leadership, government and
military tactics. Included in this work were many
appeals for servant leadership. Examples include:
“The king shall consider as good, not what pleases
himself but what pleases his subjects…”
“The king is a paid servant and enjoys the resources
of the state together with the people.”
30 AD Jesus of Nazareth (Judea)
Jesus of Nazareth, the Jewish Rabbi from Galilee is
the Messiah to Christians and an important prophet
to Islam. His teachings and practices are among the
best examples of servant leadership wisdom
throughout history. Among his many teachings of
servant leadership (and, of course, Faith):
“whoever wants to become great among you must
be your servant, 44 and whoever wants to be first
must be slave of all. 45 For even the Son of Man did
not come to be served, but to serve, and to give his
life as a ransom for many.” (Mark 10 NIV)
“...the greatest among you should be like the
youngest, and the one who rules like the one who
serves.” (Luke 22 NIV)
“Now that I, your Lord and Teacher, have washed
your feet, you also should wash one another’s feet.
15 I have set you an example that you should do as I
have done for you. 16 Very truly I tell you, no servant
is greater than his master, nor is a messenger
greater than the one who sent him. 17 Now that you
know these things, you will be blessed if you do
them.” (John 13 NIV)
Native Americans
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My friend, Dr. Jack King, of Northfork’s Collective
Voices, has studied Native American leadership,
extensively. He sums up the role of servant
leadership in these communities:
“... the history of Native America is replete with
servant leaders for one reason: no one could lead
until they proved their willingness to serve. From the
time they can walk, Native Americans were taught
that service to others is the highest calling to which
one can aspire. And as they grew up watching the
adults serve, they were encouraged to actively seek
their own ways to serve their community.”
1932 AD Journey to the East by Hermann Hesse
This book inspired Robert Greenleaf to coin the
term, “Servant Leader”. This is Hesse’s fictional tale
of “The League” who journeys “to the East” through
both time and space, in search of “the Truth”. A
humble servant among the group, “Leo” pays a vital
role. When the servant disappears, the group falls
apart. Years later, the main character discovers that
Leo, the simple servant, was actually the President
of the League. Leo was merely testing the team’s
ability to function without him when he left the group
on their own.
1970 AD The Servant as Leader by Robert
Greenleaf
After working decades for AT&T, Greenleaf evolved
his thinking that authoritarian leadership was flawed.
He believed there was a better way. Ultimately, he
termed his thinking, “Servant Leadership” and
founded the Center for Applied Ethics (later renamed
the Greenleaf Center for Servant Leadership).
Greenleaf’s essay, The Servant as Leader is the
most often cited work for modern servant leadership
origins. In fact, it is Greenleaf’s writing, teachings
and the work of the center bearing his name that
provides the groundwork and unification of servant
leadership advocacy today. Some of his most often
cited texts include:
"The servant-leader is servant first. It begins with the
natural feeling that one wants to serve, to serve first.
Then conscious choice brings one to aspire to lead."
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"The best test, and difficult to administer is: Do
those served grow as persons; do they, while being
served, become healthier, wise, freer, more
autonomous, more likely themselves to become
servants? And what effect on the least privileged in
society; will they benefit, or at least not be further
deprived?"
Shareable Quotes
“The highest type of ruler is one of whose existence
the people are barely aware." - Lao Tzu
“The king is a paid servant and enjoys the resources
of the state together with the people.” - Kaujitlya
“...the greatest among you should be like the
youngest, and the one who rules like the one who
serves.” - Jesus
"The servant-leader is servant first. It begins with the
natural feeling that one wants to serve, to serve
first." - Robert K. Greenleaf
Further Reading
•
•
•

Servant Leadership and United States
Independence
Black History Month Servant Leadership
Series
WhyServant Leadership is the Future

Questions
1. The term “Servant Leadership” dates back to 1000
BC
A. True
B. False
2. The principles of servant leadership have been
practiced by some of the greatest leaders since 1000
BC
A. True
B. False
3. Who coined the term "servant leader"
A. Lao Tzu
B. Jesus of Nazareth
C. Robert K. Greenleaf
4. How can I improve this lesson?
A. Email me your feedback
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Lesson 5:
Contemporary
Examples of
Servant
Leadership
"It always seems impossible until it’s
done."-Nelson Mandela
Last time, we went through the acronym model of
servant leadership (SERVANT: Selfless, Empathetic,
Resolute, Virtuous, Authentic and Thorough). Now, I
want to give you some examples of great,
contemporary servant leaders.
There are two challenges when identifying
contemporary servant leaders:
•

•

Behind the Scenes: The humble nature of
servant leaders makes them shed the
limelight. As a result, they are often the
people “behind the scenes” of great
achievement, but not well known.
Work in Process: As with most of us,
contemporary leaders are a work-in-process.
As a result, there may still be skeletons in the
closet or they may, yet, make big mistakes.

That said, there is plenty of literature on historic
servant leaders. To complement those works, at
ModernServantLeader.com and in this course, I try
to provide something more contemporary. Therefore,
here are some contemporary examples of servant
leadership:

Max Depree / Herman Miller
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You may recognize Max’s name from the quote at
the top of our last lesson (“The first responsibility of a
leader is to define reality. The last is to say thank
you. In between, the leader is a servant”). Mr.
Depree is the former CEO and member of the Board
at Herman Miller, Inc. (disclaimer: I am currently
employed by Herman Miller). Max, his father and
brother all held leadership positions at the company
and established a rare culture for publicly held
companies - one that remains today. This culture
advocates servant leadership and an emphasis on
embracing the unique talents of each employee.
Much of this culture is reflected in Max’s books, Art,
Leadership, Called to Serve, and Leading Without
Power.
"The first responsibility of a leader is to define reality.
The last is to say thank you. In between, the leader
is a servant."

“The signs of outstanding leadership appear
primarily among the followers. Are the followers
reaching their potential? Are they learning? Serving?
Do they achieve the required results? Do they
change with grace? Manage conflict?”
“We cannot become what we need to be by
remaining what we are.”

Herb Kelleher / Southwest Airlines
Mr. Kelleher is the co-founder, Chairman Emeritus,
and former CEO of Southwest Airlines. You may
know Southwest Airlines by their ability to buck the
system with humorous safety reviews before take
offs. However, behind that employee joy is a much
more robust and important servant leadership culture
that began with Herb.
The co-founder and CEO is famous for saying he
loves unions and in fact, the airline has the best
relationships with unions in the industry. He’s also
known for showing up on holidays to help baggage
handlers get their work done quickly and get home to
their families. The airline he lead has never had an
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in-flight fatality and is consistently one of Fortune’s
Most Admired Companies. For more on Herb and his
leadership at Southwest, read Lead with LUV: A
Different Way to Create Real Success.
“A company is stronger if it is bound by love rather
than by fear.”

“A motivated employee treats the customer well. The
customer is happy so they keep coming back, which
pleases the shareholders. It’s not one of the
enduring great mysteries of all time, it is just the way
it works.”
“When someone comes to me with a cost saving
idea, I don’t immediately jump up and say yes. I ask:
what’s the effect on the customer?”

Tony Hsieh / Zappos.com
Tony is the CEO of Zappos.com, a company he
helped build from virtually no sales to over $1 Billion
/ year. He also led the organization through its
successful acquisition by Amazon.com where it is
assured of independent operations to maintain it’s
incredible culture. Hsieh also wrote the book
Delivering Happiness: A Path to Profits, Passion,
and Purpose. The book is equal parts Zappos.com
founding story and servant leadership example.
As the often defined, Chief Culture Officer, Tony’s
overseen key servant leadership practices at the
company. For example, employees will say they are
a service company that just happens to sell
products. The leadership is clear their mission is to
serve employees so employees can more effectively
serve customers. All this in a company that is
regularly recognized among Fortune’s Best
Companies to Work For. For more about Tony and
his leadership at Zappos, read Delivering Happiness:
A Path to Profits, Passion, and Purpose.
“For individuals, character is destiny. For
organizations, culture is destiny.”
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“I view my role more as trying to set up an
environment where the personalities, creativity and
individuality of all the different employees come out
and can shine.”
“…the best leaders are servant leaders – they serve
those they lead.”
“Personally I cringe at the word 'leader.' It's more
about getting people do what they're passionate
about and putting them in the right context or setting.
They're the ones doing the hard work.”

Ken Melrose / Toro Company
Ken Melrose was the CEO at Toro who turned the
company around after a major setback. Ken had to
lead the company during a time of corporate crisis
that required layoffs and restructuring. However,
under his leadership, Toro stock rose 15 times its
value. But his business acumen is not what makes
him a servant leader - his leadership decisions do.
Under Ken’s leadership Toro made several decisions
that bucked industry trends but served stakeholders.
For example, he chose to offer systems to protect
riding mower operators in the case of a rollover,
even though it ate into short-term profits. In addition,
most competitors would send a team of lawyers to
minimize lawsuits if an equipment operator suffered
injury. Toro did the opposite, sending grief
counselors and support personnel instead. As a
result, Toro often turned those individuals into
lifelong customers and saw the lowest level of
lawsuits in the industry. For more on Ken and his
leadership at Toro, read his book, Making the Grass
Greener on Your Side.
"The leader is ultimately responsible for both the
growth of the team and the results."

"If it’s worthwhile, it takes time."
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These four examples all work in business. Looking to
other fields like not-for-profits, education, medicine
and government yield many more possible examples
(Malala Yousafzai, Ben Carson, Cory Booker...). To
identify contemporary examples in your own field or
organization, use the acronym: SERVANT. Is the
leader Selfless, Empathetic, Resolute, Virtuous,
Authentic, Nascent and Thorough? If so, there’s a
good chance that individual is a servant leader.
Shareable Quotes
“The humble nature of servant leaders makes them
shed the limelight.” -Ben Lichtenwalner
“We cannot become what we need to be by
remaining what we are.” -Max DePree
“A company is stronger if it is bound by love rather
than by fear.” -Herb Kelleher
“For individuals, character is destiny. For
organizations, culture is destiny.” -Tony Hsieh
"The leader is ultimately responsible for both the
growth of the team and the results." -Ken Melrose
Further Reading
Steve Jobs vs. Herb Kelleher - Hero Worship vs.
Servant Leadership
3 Roles Every Leader Must Play (reference to Max
Depree)
Are You Missing Half Your Job? Team Growth
Responsibilities
To Our Military: Thank You For Your Service
3 Loves Needed for Great Leadership

Questions:
1. Why are contemporary servant leaders hard to
find?
A. There are very few
B. They are typically humble, preferring to operate
behind the scenes
C. They wear a lot of camouflage
2. The best way to identify a servant leader is:
A. Assess them through the acronym, SERVANT
B. Look for heart-shaped tattoos
C. Read their online profiles or biographies
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3. How can I improve this lesson?
A. Email me your feedback

Thanks and keep serving,
Ben Lichtenwalner
Paradigm Flip: Leading People, Teams, and Organizations Beyond the Social Media Revolution
Now available at Amazon.com

"But not so with you. Rather, let the greatest among you become as the youngest, and the leader
as one who serves." Luke 22:26

Lesson 6:
Power &
Opportunity
of Digital Media
“Leadership is influence. That's it.

Nothing more, nothing less..." - John C.
Maxwell
Digital media is an amazing tool of influence for
modern leaders. Consider this: if someone offered
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you, just fifteen years ago, a tool to immediately
share information, globally, in any medium (text,
video, audio) and receive instant feedback, you’d be
amazed. Yet this is what you have available to you
for free, in social media.
What does this have to do with servant leadership?
Everything. The thing is, not many people are
looking at digital media tools like Facebook, Twitter,
LinkedIn, Google+, Pinterest and more as leadership
tools. Most look at them for marketing benefits. But,
both marketing and leadership share a common
need: influence.
Using our acronym model of servant leadership, let’s
look at how popular digital media tools help leaders
serve their stakeholders
In lesson 4, we learned the Servant Leadership
acronym (SERVANT). SERVANT stands for
Selfless, Empathetic, Resolute, Virtuous, Authentic,
Nascent and Thorough.

Selfless
Through social media, leaders are able to most
effectively see what others experience. Recent
tragedies like tsunamis in Asia and the Arab Spring
leveraged social media to create awareness. The
response, from many selfless leaders, was to use
their social media platforms to effect change and
save lives.
In the case of the tsunamis, leaders heard pleas for
help from individuals trapped in locations or
wondering if it was safe to travel to a specific locale.
Those leaders with large follower bases shared their
locations or gathered travel warnings. As for the
Arab Spring, many of the nations involved suffered
from government censored media. So the people
took to social media - platforms outside the
dictatorial leaders’ control. There, servant leaders
spread the reality of what was happening as the
world watched. Without the power of social media,
many nations under tyrannical control would find it
difficult to get share their plight.

Empathetic
Listening is a cornerstone of empathy and servant
leadership. To really empathize with a stakeholder,
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the leader must actively listen to them. Social media
tools offer many ways to listen to your stakeholders
and increase your empathy.
Real-time listening tools enable leaders to stream
content specific to their brand, issue or people. For
example, if someone mentioned a school’s name on
Facebook as being racist, the president of the
institution could have a real-time tool alert her. Then
there are comprehensive listening tools.
Comprehensive listening tools act similar to the realtime tools, but capture a broader base of information
and compile them on daily, weekly or monthly
schedules.
Finally, analytical tools roll up massive amounts of
data and tell leaders things like sentiment (are your
stakeholders mostly happy, angry or confused),
location (are your stakeholders consolidated in one
area or disparate in location) and more. All three
types of digital media listening tools (real-time,
comprehensive and analytical), used properly, help
leaders empathize with stakeholders.

Resolute
Critical to a leader’s resolve is a display of follow
through. Yes, this requires actions and results. It
also requires communications of those actions and
results.
Digital media platforms enable users to quickly filter
topics that interest them. A leader who tags their
content with “#Sustainability” (hashtags often identify
keywords), for example, will appear in the results of
someone concerned with eco-friendly
announcements. Therefore, a leader who regularly
appears in someone’s search results will show some
resolve in their communications. As that leader and
their stakeholders share the results of their work,
that resolve escalates awareness.

Virtuous
Today, failures of character are identified,
documented, and shared at the speed of a
keystroke. With this backdrop, the virtuous leader
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stands out from the crowd by sharing their values
and beliefs both at work and play.
Social media is social for a reason: it allows people
to see more of the personal side, provided the leader
is willing to share. This doesn’t mean intimate details
are required. However, is the leader a family man
who takes his family to church at least twice a week?
Is the executive a single, working mother who
balances a heavy workload with the importance of
family time? These virtues are expressed clearly and
simply online, without some concocted PR campaign
driving the message.

Authentic
If a follower is uncertain about your intent, they will
not convert. Many leaders struggle with stakeholder
buy in, because the stakeholders believe the leader
has ulterior motives. Social media can reduce this
challenge.
A leader who proclaims a new direction will benefit
all his stakeholders, can reinforce this message over
digital media. As adoption grows, examples are
shared. As those examples of mutual benefit are
shared, stakeholders like it, share it and reinforce the
authentic intentions of the leader.

Nascent
Great leaders understand that great ideas may come
from anywhere. In fact, the best ideas often come
from those closest to the problem - the front line
employees. This is why servant leaders should listen
to new ideas from across their organization.
We covered listening under empathy, but here, it’s
about hearing from those individuals a leader may
not ordinarily connect with. Whether it’s
crowdsourcing ideas, (where a leader fields
questions to a large group), or simply searching
discussions already in place, a leader can identify
new ideas anywhere. As a leader continues to seek
innovation from new sources, digital media is an
excellent resource.
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Thorough
There are two ways digital media enables the
thorough principle for servant leaders: through
foresight and follow through. Both are important for
servant leaders.
Foresight occurs via the trends captured and
escalated online. For example, the term “Big Data” is
popular now, in part, because more information relevant content on your stakeholders - is available
now than ever before. This data paints great pictures
of developing trends. As for follow through, it’s easier
now than ever before to share progress updates on
your projects, company and interests to the global
community.

This Digital Media opportunity is not just for leaders.
In fact, digital media really empowers
the stakeholders with greater influence. As a result,
the followers are more empowered than ever with
these digital communication tools. This is one reason
servant leadership is gaining so much momentum of
recent: stakeholders empowered by digital media
tools, demand servant leadership. As a result,
servant leaders have a choice: leverage digital
media and maximize their influence or be
overshadowed by lesser leaders who do.
Shareable Quotes
•

•

“Servant leaders have a choice: leverage
social media and maximize their influence or
be overshadowed by lesser leaders who do.”
“If a follower is uncertain about your intent,
they will not convert.” “Today, failures of
character are identified, documented, and
shared at the speed of a keystroke.”

Further Reading
•
•
•

Social Media - Technology’s Leadership
Innovation
S.O.C.I.A.L. Media Principles
No Hype. Social Media’s Just Helping
Change the World
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•

The 7 E’s Required for Social Media Success

Quiz
1. Social Media is a tool, not a practice. It’s greatest
benefit to leaders includes:
A. Connecting with friends anywhere, anytime
B. Time savings
C. Increased influence
2. A leader cannot be successful without social
media today
A, True
B. False
3. How can I improve this course?
A. Email me your feedback
Quiz Answers: At this link

Lesson 7: Wrap-up & Next Steps
That brings us to today. In this last lesson, I want to focus on your next steps. What
will you do to either continue your growth as a servant leader or help embed servant
leadership in your organization? Below are some ideas.

Further Growth as a Servant Leader
Hopefully this course is only an appetizer in your hunger for servant leadership
awareness. If so, I offer another free resource, listing the most popular books and
other resources on servant leadership. If the digital media aspect interests you, you
should also check out my.
Other great ways to develop your servant leadership capacity include attending
conferences. I recommend Greenleaf’s, the Servant Leadership Institute’s annual
conference, or The World Leader’s Conference. While you investigate these
conferences, be sure and sign up for updates from each of these great
organizations.
That said, if you need assistance now and seek more one on one professional
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development, contact me. If I’m not able to help directly, I will recommend someone
who can.

Embedding Servant Leadership in Your
Organization
When you are ready to introduce servant leadership to a broader organization,
consider a study group, public speaker and a formal roll out plan. Each of these
steps serves a purpose and is best implemented in this order. Below I explain why.
1. Study Group
Ideally, the study group consists of your executive leadership or at least a significant
portion. This is because servant leadership is more difficult to roll out, unless it
comes from individuals already recognized as leaders in the organization. However,
that should not stop you from doing so. Remember Ken Melrose at Toro from
Lesson 5? He was the Director of a smaller business unit, who practiced servant
leadership and delivered outstanding results. As a result, the Board asked him to be
CEO (skipping several levels of the company’s hierarchy).
To start your own study group, reach out to your team or other like-minded
individuals. It could be formal, like introducing the group as a part of their
professional development plan. However, I find it most helpful to start with a less
formal request. Something like, “I think we share the same interest in further
developing our leadership skills for the benefit of the company. I’m studying the
concept of servant leadership and wonder if you’d like to join me in a small study
group?”
Once you have a group established, setup regular meetings. Perhaps you can make
the primary focus a book you read together. In addition, encourage each person to
bring a new topic to each session. Examples could be incidents where they’ve seen
servant leadership practiced - either in the organization or in the news. Once you
firm up the group’s interest and commitment to servant leadership, you can
recommend a speaker for the broader organization.
2. Servant Leadership Speaker
A public speaker for the broader organization is a great way to introduce the idea to
a group. The right speaker can also energize the team and get them excited to
embed the concept in their own teams. A couple key points when selecting your
speaker:
•
•
•

Ensure they invest the time to understand your organization
Don’t get a “canned” speech, but one that is tailored to your organization and
its leadership challenges
Set a follow up expectation - the best speakers want to know how and if their
talk had an impact

After engaging the minds and hearts of the broader organization, it’s time for a
formal roll out plan.
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3. Formal Rollout Plan
Whenever you implement a formal training program of any kind, there’s liable to be
some perceived notion of “here we go, it’s another flavor-of-the-month training
program from leadership”. To debunk those, make certain your rollout plan is not just
a training program, but a comprehensive rollout. The components of a
comprehensive rollout plan may include:
•

•

•

Training: Yes, training is still a key component. Most of the public speakers
and servant leadership organizations I mentioned here can help create such
training programs. A good training program will include several classes
spread out over time, to ensure comprehension, application and follow up
with attendees.
Communications: In all organizational communications, ask, “how are we
representing servant leadership?”. For example, if there is a monthly
leadership update, you should always mention the ongoing training, highlight
examples of servant leadership, make it clear the concept is here to stay and
that employees should embrace it. Other great communication tools include
annual reports, HR Updates and routine, smaller team meetings.
Development Plans: If you have formal professional development plans,
embed servant leadership in them. Ways to do this include assessing leaders
on their practice of servant leadership (you could use the acronym from
Lesson 4). You could also include formal training expectations such as the
courses you created or attendance at annual servant leadership
conferences.

Whether you seek to further develop your own understanding first or not, I hope you
advocate for servant leadership at your organization. The steps above should help
get you started.
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APPENDIX J

Table 1
Interview Questions and Answers
1.
Q1 what is your understanding of the correlation between servant leadership and
a) internal as well as b) external customer satisfaction?

Participant 1

Servant leadership is Christianity in Action and it is such regardless
of how you feel. It is not about me but about those I am responsible
for. Not everybody will be the peaches of the day but I must make
sure I am. A proper Customer relation is the consistent treatment of
both internal as well as external customers.

Participant 2

Once the internal customer understands the meaning of servant
leadership they will manifest the characteristics when interacting
with the customer. Thus the external customer becomes the
beneficiaries of excellent customer service.
There is a definite correlation between Servant Leadership and
internal as well as external customer satisfaction.

Participant 3

Participant 4

Yes, the correlation is very real in that as I am no longer nonchalant
or abrupt even dismissive in my relations to colleagues it has a direct
impact on the customers as well.

Participant 5

It is now no longer about me but it’s all about the customer and
associates meeting their needs both immediate as well as future needs

Participant 6

The servant leadership principles when applied it proves to be
mutually beneficial to both internal as well as external customers. It is
conducive to a thriving environment
It is a known fact that if the employers and employees do not have a
good working relationship the service we give to our customers will
not yield positive results. So we as the internal should be able to
give 100% service to the external customer. As the internal
customer we need to come together to ensure that as servant
leaders we give our clients exactly what they need so that when

Participant 7
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they leave us they have a since that they were important to us and
that we can be sure that the service they get is from the heart and
their need will be always met. Also they will tell others and we will
be known delivering what is necessary as servant leaders.

Q2.

How helpful has the implementation of this project been to your personal

development?
Options: A) Very helpful b) marginally helpful or c) Not at all helpful d) other
Participants

Responses

Participant 1

Q 2 Other) Helpful can’t really be quantified, but knew it was
helpful.

Participant 2

Q2

A)

Very helpful

Participant 3

Q 2: A)

Very helpful

Participant 4

Q2. A)

Very helpful

Participant 5

Q2. A)

Very helpful

Participant 6

Q2. A)

Very helpful

Participant 7

Q2 Other) There were a lot of things that I never considered until
I watched the definition of what a SERVANT is

Q3
What are the changes you have noticed in your appreciation and personal
implementation of servant leadership in your department?
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Participants

Responses

Participant 1

I have changed my style which was based on how I had been taught;
I have been helped to teach more provide the requisite training and
give proper instructions on the basis of the employee or colleagues’
level of understanding and experience.

Participant 2

I have gained the capacity to see things differently. I have been
sensitized to serve the public with distinction

Participant 3

I try my best to put others their needs before my own. I am not a slave
leader but rather a servant leader I am not meeting wants but needs;
so I am still working on how to say no when needed.

Participant 4

As a leader in the department I am more attentive to my associates. I
have been practicing impulse control now more than ever; the idea is
not to jump too quickly to conclusions.

Participant 5

Better customer assistance and satisfaction

Participant 6

My disposition has been positively affected I have grown as a result
of the concept imbibed.

Participant 7

I am trying to apply as I mentioned before the definition of what a
SERVANT is. I consider myself to be a people person and I try my
best meet the needs of the students and my fellow employees but
now I find myself going a little further in ensuring how best I can
make the issues being experienced disappear.

Q4.
As a consequence of this project how do you relate differently to customers,
colleges, subordinates and superiors?
Participants
Responses
Participant 1
Participant 2
Participant 3

More consideration for subordinates as well as colleagues and
superiors; listening and prioritizing more.
It helps me to be thinking about living up to the servant leadership
model in order to satisfy all stakeholders.
Being more egalitarian in my approach, thus trying to alleviate the
needs of all stakeholders. I try to see matters from the others their
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Participant 4

Participant 5
Participant 6
Participant 7

perspective. I am also trying to do unto others as I would have them
do unto me. I can’t help but note the impact I have seen on one of our
student workers; he changed from being a rash person to a more
amicable and cordial as a result of our different approach towards him.
I am developing patience in my dealings with customers and
subordinates; practicing looking at the bigger picture when dealing
with matters.
Listening more and speaking less
I have become better versed at using the concepts, terminologies and
jargons and also better equipped to implement them.
We have a new program AEORION and we are having some issues
with grade entries and the students are the ones greatly affected by
this however I am being selfless and thorough in ensuring that all is
done to meet their needs.

Q. 5 Briefly state what you are doing differently now than before you were exposed
to this servant leadership development project?

Participants

Responses

Participant 1

More inclined to communicate with those within my sphere of
influence.

Participant 2
Participant 3

Participant 4
Participant 5
Participant 6
Participant 7

Being more compassionate towards all stakeholders both in life role
as well as organizational role leadership.
I am trying to even say no with love. I am ensuring that those who I
am unable to help are referred to someone who could provide them the
help they need.
I am more determined to do my own self-evaluation to ensure
continuous improvement.
Listening more and speaking less.
I have become better versed at using the concepts, terminologies and
jargons and also better equipped to implement them.
Like I stated before it is very hard not to apply what we have learnt.
Authentic, Integrity etc. we need to influence those around us with our
service driven focus. If someone can see how much their needs are met
and how committed we are in ensuring that when they leave us that as
servant leaders we have fulfilled our mandate of satisfying customers,
coworkers, friends, supervisors then I can truly say that Ps. Jacott can
be proud of me.
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Q6.
In your estimation what difference has the servant leadership development model
made in improving both internal as well as external customer satisfaction?
a) Much b) A little c) none at all d) other…

Participants

Responses

Participant 1

a) Much

Participant 2

b) A little

Participant 3

a) Much

Participant 4

a) Much

Participant 5

a) Much

Participant 6

a) Much

Participant 7

a) much: In my estimation the difference is we all need at times to
remember we are not in this job alone there are supervisors, board
members, coworkers etc. who make up the whole and it is important
that we know that service changes with development and those on the
top of the model have to work along with those on the lower levels
and vice versa. We need to remember that no man is an island and we
can’t do it alone just like as servants of God we need to work together
that the gospel can be preached to all the world it is the same in the
workplace and even in the community. It is important that we serve
with our whole heart that the results of our reaching out to others will
be rewarding and we will start a chain reaction. So to answer the
question it is (a) Much.

Q7
What is your recommendation as it concerns the implementation of this project
in other departments within this University?

Participants

Responses
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Participant 1

Participant 2
Participant 3

Participant 4

It should be done at all other departments for a more protracted period.
Instructions must be tailored to suit the need of the respective
department.
I do highly recommend that all departments be on the same page. It is
imperative that all receive the same training and information.
I believe that in every department this information is needed. It would
remind us of how valuable the customer is (Internal as well as
external)
I believe that it should be part of our colloquium exercise; we need to
be constantly reminded of this information.

Participant 5
Participant 6

Must be implemented in all departments but the peak seasons must be
taken into consideration. Meaning, to find the right time to get the
participants together when it is not too busy.
Participant 7
I recommend that those who did not attend be given another chance to
benefit and contribute to the presentation and maybe invite other
departments as well. It was fun and informative and I am quite pleased
with what was presented and I it is a continuous project striving to be
the best at servant leadership. I learned quite a bit.
Bonus Q 8 How helpful and or relevant to the study has the information e-mailed to you
Been; inclusive of the motivational segment.
Participants
Responses
Participant 1
Participant 2
Participant 3

Participant 4
Participant 5
Participant 6

Participant 7

It has certainly been very helpful; it is a constant reminder of how we
suppose to behave
Yes the information has been very helpful. Perpetual reminders are well
in place; you should continue to send us information from time to time.
Information received was very relevant. It was in sync with the overall
study and complimentary. The motivational had a positive impact on
team work and motivation of the team.
Very relevant. The information was definitely needed and the
motivational segment was well in place.
Extremely relevant. It aid me in becoming more caring; I am now
rendering service with care. The motivational segment as well.
Very helpful I have thus learned more of the different dynamics of
servant leadership. I have gotten some insight into the academic world
as it concerns research on servant leadership. It has changed my
perspective in regard to the subject.
Concerning the motivational I must say that the participant were
excited about it. While it was a challenge at first to find the time to
come together when we were able to meet it proved a tremendous
blessing to all.
It was very much relevant and enlightening
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APPENDIX K

Table 2
Leadership Self-assessment Results

Statement

Seminar 2
N

Seminar 1

%Agree

N

%Agree

1. Give appreciation to others

9.00

100.00

11.00

100.00

2. Confront people with problems as they arise

9.00

88.89

10.00

70.00

3. Walking the floor and staying close to subordinate activity

9.00

55.56

9.00

55.56

4. I give encouragement to others

9.00

100.00

11.00

100.00

5. I make clear to subordinates what is expected on the Job

9.00

88.89

11.00

72.73

6. I am a good listener

8.00

100.00

10.00

100.00

7. Coach and counsel subordinates to ensure goal compliance

9.00

77.78

10.00

60.00

8. I treat people with respect

9.00

100.00

11.00

100.00

9. I am actively involved in the development of subordinates

9.00

88.89

10.00

50.00

10. I hold people accountable for meeting the standard set

9.00

88.89

10.00

100.00

11. I give credit to those that deserve it

9.00

100.00

11.00

100.00

12. I show patience and self-controlee with others

9.00

100.00

11.00

100.00

13. I am a leaders people feel confident following

9.00

77.78

11.00

72.73

14. I have the technical skills necessary to do my job

9.00

100.00

11.00

100.00

15. I meet legitimate needs as supposed to wants of others

9.00

88.89

11.00

90.91

16. I am able to forgive mistakes and not hold grudges

9.00

100.00

11.00

81.82

17. I am someone people can trust

9.00

100.00

11.00

100.00

18. I do not engage in backstabbing others

9.00

55.56

11.00

90.91

19. I give positive feedback to subordinate, when appropriate

9.00

100.00

10.00

90.00

20. I do not embarrass people or punish them before others

9.00

100.00

11.00

100.00

21. I set high goals for myself my subordinate. and department

9.00

100.00

11.00

100.00

22. I have a positive outlook on the job

9.00

100.00

11.00

90.91

23. Sensitive of implications of decisions on other dept.

9.00

100.00

11.00

90.91

24. I am a fear and consistent leader and lead by example

9.00

100.00

11.00

81.82

25. I am not an over controlling and over domineering person

9.00

100.00

11.00

100.00

25

25

25

25

25
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APPENDIX L
Leadership Self-assessment Transcribed Data

What are my greatest leadership skills and strength? (Pre)
1. Acceptance, understanding and accountability and encouragement.
2. I am a cooperative leader who seek the input of my subordinates for every step of the
decision making process- democracy for me is key.
3. I believe that I communicate well. I also lay the foundation for others success
4. I pay attention to detail and try to be consistent and responsible. I have been told that i
am dependable and meticulous.
5. I treat persons with respect and speak to and with them with dignity.
6 I’m able to motivate others and work as a team to complete goals/targets.
7. Motivating persons to meet objectives.
8. Teach and groom others.
9. Understanding.

What are my greatest leadership skills and strength?

(Post.)

1. Ability to relate to everyone and still get the task at hand completed
2. Approachable and Communication skills
3. I am focused and determined my willingness to see others succeed as much as i do
myself helps everyone achieve their intended outcomes
4. I treat others with respect and go to great length to assist others where necessary
5. Motivating other and creating an environment conducive to productivity
6. Punishing Coercion among co-workers. People are key to ensuring things go well within
the organization and I’m good at promoting this
7. Respect to all, cooperation with everyone i work with, understanding the needs of others
8. Respecting others, making myself available to others at any time and always being
willing to assist
9. Understanding, motivating others to work, problem solving

What leadership skills do I need to work on and improve? (Pre)
1. Being more confident in who i am as a person. Being assertive and no intimidated to ask
questions to those who are in authority
2. Consistency
3. Dealing with issues as they arise, Sharing the work load, Accepting others weakness
4. I need to be able to delegate and feel Comfortable doing so
5. I need to develop further the practice of putting myself in others shoes. So that i can treat
them
the way i would want to be. Being people - as well as goal-oriented
6. I need to work on trusting others after they make mistakes, and giving them second
chances
200

Influence, Control Authority
7. My willingness or ability to accept that everyone may not be able / willing to give as
great an
effort as i do in accomplishing specific tasks
8. Need to stop micro managing
9. Patience

What leadership skills do i need to work on and improve? (Post)
1. Being a bit more assertive and proactive
2. Being more sensitive to the needs of others and offering praise, affirmation and/or
offering
constructive criticism when needed
3. Consistency
4. I need to improve in every area, listens, tenacity, placing others need above mine in spite
of
my condition etc.
5. I need to work on my patience. I often hold others to such a high standard that is
sometimes
expect too much
6. I need to work on strategic planning
7. Patience, Accountability, Dependability
8. Setting high goals for my workers and monitoring achievements
9. Teaching others
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APPENDIX M

Table 3
Seminar Evaluation Results
Statement

Seminar 2
N

Seminar 1

%Agree

N

%Agree

1.Seminar goals clearly articulated

8.00

100.00

8.00

100.00

2.Seminar materials adequately provided

8.00

87.50

8.00

100.00

3.Seminar facilities were suitable

8.00

100.00

8.00

100.00

4.Seminar proceedings were well organized

8.00

100.00

7.00

100.00

5.The presentation was appropriate and informative

8.00

100.00

8.00

100.00

6.The topic was logically presented

6.00

100.00

8.00

100.00

7. The facilitator was knowledgeable and articulate

8.00

75.00

8.00

100.00

8.My questions and concerns were adequately addressed

8.00

100.00

6.00

100.00

9.My interaction with others were beneficial

8.00

100.00

8.00

87.50

10.There were opportunities for participants involvement

8.00

100.00

8.00

100.00

11.The goals of the Seminar were achieved

7.00

100.00

8.00

87.50

11

11

11

11

11
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APPENDIX N
Seminar Evaluation Results Transcribed Data

12. Most effective and meaningful aspects of the seminar (Seminar 1)
1. Explaining of the life concepts using real life experiences
2. Exploring the definitions of leadership, influence and character
3. The information itself was informative Understanding the role of a leader
4. The simplicity and effectiveness of the seminar
5. The presenter was articulate and engaging
6. Clarification of the meaning of servant/leadership model

12. Most effective and meaningful aspects of the seminar (Seminar 2)
1. Blend between Christianity and leadership.
2. Everything.
3. Finding out about companies that are governed by SL.
4. Realizing how many non-Christian businesses use the servant-leadership model.
5. The enthusiasm of the presenter.
6. The integration of technology to drive the point of servant leadership home.
7. The logic steps that indicated everyone can become a servant leader/ one thing society need.
8. The most interesting aspect was content of servant leader. It was timely and clear.

13. What type of sessions would you like? (Seminar 1)
1. All objectives were clear in the seminar
2. How to build your team morale as a leader (topic)
3. Leadership in high pressured departments.
4. Organizational skills

13. What type of sessions would you like? (Seminar 2)
1. (Companies Study) as it relates to universities
2. Improvements in areas of customer/employee service (workshop) that would benefit
employees/ organization always talked about but never catered for
3. Sessions can be less lecturing and more interactive
4. The relationship between servant leadership and sustenance of church membership
(expanded)
5. Time management in the content of school, work and church

203

6. USC using the components of SL to govern staff faculty, student and customers

14. Other aspects of the seminar to be improved (Seminar 1)
1. Inter-connectedness
2. It was not well attended. Those who volunteered to be here should be
3. More discussions between facilitator and audience
4. Structuring of time (dates) for sessions to be held
5. The seminar could be in shorter segments mainly because of (1) the attention span of
the human and the type of demanding department in which we all work

14. What other aspect of the seminar could be improved? (Seminar 2)
1. Include activities to engage the audience
2. More participation of video presentation (audio) see 13 above
3. There should be activities so more participation could be achieved
4 This seminar should be shared to other workers for the greater good of the university
5. Time for question and answer segment
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APPENDIX O

Table 4
Customer Satisfaction Survey Results (Quantitative)
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APPENDIX P

Table 5
Customer Satisfaction Survey Results (Qualitative)
2. Was there anything that particularly stood out about the service experience? (Pre)
Frequency

Percent

Valid Percent

Cumulative
Percent

The way the workers
interacted was perfect.

1

1.8

2.5

2.5

1

1.8

2.5

5.0

2

3.6

5.0

10.0

4

7.3

10.0

20.0

1

1.8

2.5

22.5

14

25.5

35.0

57.5

1

1.8

2.5

60.0

1

1.8

2.5

62.5

1

1.8

2.5

65.0

1

1.8

2.5

67.5

1

1.8

2.5

70.0

1

1.8

2.5

72.5

The customer service in
relation to student ID badges
were excellent
I was received well and dealt
with promptly
The Personnel in there was
very friendly
Someone attended to me
quickly, otherwise it was
what I expected
No
Valid

No but it smell like pet food
(stink)
Send me to different offices
before getting information
The lack of personnel
available
When everyone answers
simply when you say good
morning and they are
pleasant looking (smiling)
informative, gives
information
Service was prompt got
adequate information as
needed
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The time it takes to see the
advisor is unacceptable, the
lack of knowledge by the

1

1.8

2.5

75.0

1

1.8

2.5

77.5

receptionist about fees
Normal

2. Was there anything that particularly stood out about the service experience? (Pre)
Frequency

Percent

Valid Percent

Cumulative
Percent

Valid

Encouraging and inspiring

1

1.8

2.5

80.0

It was a bit lengthy

1

1.8

2.5

82.5

The service efficient

1

1.8

2.5

85.0

1

1.8

2.5

87.5

1

1.8

2.5

90.0

1

1.8

2.5

92.5

1

1.8

2.5

95.0

1

1.8

2.5

97.5

1

1.8

2.5

100.0

Total

40

72.7

100.0

99

15

27.3

55

100.0

words given to me

They were. very polite and
helpful
The way they attentively
listen to my concern
Undivided attention,
professional and very settled
The way in which m
questions and advice was
passed along
Staff was very helpful
yes, they misplaced some of
my documents

Missing
Total
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2. Was there anything that particularly stood out about the service experience when visiting
our admissions, recruitment and Records office? (Post)
Cumulative
Frequency
Valid

0

Percent

Valid Percent

Percent

18

47.4

47.4

47.4

1

2.6

2.6

50.0

3

7.9

7.9

57.9

1

2.6

2.6

60.5

No

2

5.3

5.3

65.8

Send me to different offices

1

2.6

2.6

68.4

The service efficient

2

5.3

5.3

73.7

Staff was very helpful

3

7.9

7.9

81.6

the records office was a bit

1

2.6

2.6

84.2

1

2.6

2.6

86.8

1

2.6

2.6

89.5

1

2.6

2.6

92.1

1

2.6

2.6

94.7

1

2.6

2.6

97.4

1

2.6

2.6

100.0

The customer service in
relation to student ID badges
were excellent
The Personnel in there was
very friendly
Someone attended to me
quickly, otherwise it was
what I expected

before getting information

slow and sometimes they
send you around in circles
the attending officer took the
time to explain to me the
process for admission
the person I needed was
never in her office
I got no clear answer to my
question
the person I spoke to did not
have the information I
wanted and told me to check
back in a month
the people were interested
in personally helping me
representative at most times
is out of office and when she
is there most times flustered
doing stuff
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Total

38

100.0

100.0

16. If you have any additional comments, please write them below (Pre) :
Frequency

Percent

Valid Percent

Cumulative
Percent

None

1

1.8

7.7

7.7

1

1.8

7.7

15.4

1

1.8

7.7

23.1

1

1.8

7.7

30.8

1

1.8

7.7

38.5

1

1.8

7.7

46.2

1

1.8

7.7

53.8

Be more costumer friendly

1

1.8

7.7

61.5

Not Applicable

5

9.1

38.5

100.0

Total

13

23.6

100.0

99

42

76.4

55

100.0

They need to mirror Christ in
their customer service
presentation
I haven’t had to go to the
records office, my responses
are based on my experience
with admission and
recruitment only
I don't think I really ever
came across any negative
treatment to complain about
Valid

Need to incorporate more
positively in their approach
Need to find ways to inform
people of information more
clear
Inform students when
changing their program
ensure it reflects on their
transcript to avoid any
difficulty with GATE

Missing
Total
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16 if you have any additional comments, please write them below (post):
Cumulative
Frequency
Valid

0

Percent

Valid Percent

Percent

32

84.2

84.2

84.2

1

2.6

2.6

86.8

better communication

1

2.6

2.6

89.5

treatment was excellent but

1

2.6

2.6

92.1

2

5.3

5.3

97.4

1

2.6

2.6

100.0

38

100.0

100.0

took me over 3 weeks to
obtain the information I
needed and that is
completely unacceptable

there is always room for
improvement
training is always good even
if it is to reinforce what they
already know
records should not ever be
lost something other than
soft copy should be used for
storage and back-up
Total

9.

Is there anything else you would like to add? (Pre)
Frequency

Percent

Valid Percent

Cumulative
Percent

No

22

40.0

75.9

75.9

1

1.8

3.4

79.3

1

1.8

3.4

82.8

No the service is good as is

1

1.8

3.4

86.2

Need to improve attitude

1

1.8

3.4

89.7

1

1.8

3.4

93.1

2

3.6

6.9

100.0

Total

29

52.7

100.0

99

26

47.3

55

100.0

Be more friendly
Not to be kept on hold, if
they do not know tell me so
Valid
Have clear line of
communication
Not Applicable

Missing
Total
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9

Is there anything else you would like to add? (post)
Cumulative
Frequency

Valid

0

Percent

Valid Percent

Percent

28

73.7

73.7

73.7

1

2.6

2.6

76.3

1

2.6

2.6

78.9

1

2.6

2.6

81.6

1

2.6

2.6

84.2

1

2.6

2.6

86.8

1

2.6

2.6

89.5

answer the telephones

1

2.6

2.6

92.1

value of costumer is

1

2.6

2.6

94.7

1

2.6

2.6

97.4

1

2.6

2.6

100.0

They need to put student list
all the time
Keep up the good costumer
friendly atmosphere. this is
what we need at USC
that I had to go to multiple
people before my issues
was addressed
I had to keep coming on
campus to resolve the issue
better communication for
students on deadlines
payments forma to fill out
they can be more
enthusiastic when
responding and smile more

important
the service was well done I
appreciate the service I
received
Audit sheets need to be
given/updated in a timely
manner; way before one is
getting ready to graduate
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Total

38

216

100.0

100.0

APPENDIX Q
Motivational Strategy

A Chant on Servant Leadership: Group 1

Bravo Tune- Champion
Servant- Leader.. Servant -Leader…
Authentic -Leader.. Authentic-Leader
Everybody say we servant leaders!! Times 2
Commitment to serve is what you deserve –times 2
It’s about the us- Developing Culture of Trust – times 2
Servant leader.. Servant Leader.. Authentic Leader - Authentic Leader
Competence -Latoya
Integrity – Wendy
Authentic leader.. Servant Leader
Vision - Jerome
Optimism - Sherma
Authentic leader... Servant Leader
Sustaining Spirit – Monique
These are qualities of A servant leader!!
Authentic.. Authentic!
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Motivational Strategy
A Written Statement on Servant Leadership: Group 2
Servant Leadership includes the following:
S-Serves

L-Listens

E-Ernest in all they do

E-Enthusiastic

R-Respects others

A-Altruistic

V-Values others

D-Dedicated to service

A-Ambitious

E-Embodies love

N-Nurturing

R-Reassures/Raise your spirits

T-Trustworthy

S-Sincerity
H-Humanity and humility
I-Inspires
P-Positive

Servant leadership is learnt and can be replicated through examples. This is why
Christ’s example of servant leadership is perfect.
They aim to promote and support colleagues and the organizations’ mission as
opposed to self-glorification. Because they are genuine, steadfast and dedicated to service
regardless of personal condition. They seek and aim to motivate others within their scope.
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